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ABSTRACT 
 
This research investigated the impact of language policy implementation towards the 
enhancement of community participation in the Nelson Mandela Metropolitan 
Municipality (NMMM).The NMMM is an organisation tasked with ensuring equal 
distribution of services to local communities. This municipality was chosen on the 
basis of its commitment to communicate effectively with the community and in turn 
encourage the community to participate fully in municipal activities.  
 
The study is conducted within the parameters of the Constitution of South Africa 
(1996) which states that in order to ensure language equity, all official languages 
must be used for the promotion of multilingualism and advancement of communities. 
The study therefore investigated the language policy of the NMMM and its 
implementation with regard to the use of all three official languages of the region, 
namely English, isiXhosa and Afrikaans for organisational communication. Gaps in 
the implementation of the municipal language policy were identified by acquiring 
information from selected officials responsible for service delivery and selected 
members of the communities who receive the services. 
 
A literature survey was conducted to investigate and conceptualise the nature of 
language policy development and to determine the responsibilities for policy 
implementation. A descriptive approach was used in the study, with the data 
collection coming from primary sources, such as NMMM officials and members of 
the community; and secondary sources, such as municipal records. A number of 
recommendations regarding the improvement of language policy implementation by 
the municipality’s Language Unit were made.  It is envisaged that these changes 
could impact positively in encouraging community participation and ultimately 
improve service delivery. 
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GLOSSARY (EXPLANATION OF TERMS) 
 
(i) Definitions and explanations of terms:  
 
  Policy: means a plan of action adopted or pursuit by an individual, government, 
party or business, or public or other institution (Hanks, 1983:1133)  
 
 Language policy:  an official decision/decree on the status of various languages 
spoken in heterogeneous/multilingual communities, for example which 
languages will be the national or official language, which languages will be used 
as regional languages and what their status will be (National Language Policy 
Framework, 2003: 28) 
 
 Language planning: focuses on solutions to language problems by formulating 
alternative goals, means and outcomes. It involves processes of regulating and 
improving languages through language development (National Language Policy 
Framework, 2003: 27) 
 
 Language rights: laws determining the situations in which citizens can make 
language choices (National Language Policy Framework, 2003: 28) 
 
 Official languages: a language used in government, courts of law, education, 
business and the media (National Language Policy Framework, 2003: 29) 
 
 Language awareness: sensitivity to how language is used in society, whether 
the users are accorded their language rights, and how language is used to 
empower or disempower (National Language Policy Framework , 2003: 26) 
 
 Language equality: in terms of the Constitution, all languages are to receive 
equal respect and status. This means the equal treatment of two or more 
languages, especially with regard to official domains of society such as 
legislation, justice, public administration and instruction (National Language 
Policy Framework, 2003: 27) 
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 Language equity: the fairness of language provision and/or treatment of two or 
more languages (National Language Policy Framework, 2003: 27) 
 
 Equity: the quality of fairness, impartiality, even-handed dealing, what is fair and 
right (National Language Policy Framework, 2003: 25) 
 
 Equitable use: the use of language which is fair, impartial and even-handed 
(National Language Policy Framework, 2003: 14) 
 
 Multilingualism: the use of three or more languages by an individual or by a 
group of speakers, such as the inhabitants of a particular region or a nation 
(Thompson, 1995: 893). 
 
 Translation: the act of transposing a text from a source language to another 
(target) language in written form (National Language Policy Framework, 2003: 
29) 
 
 Interpreting: the act of transposing an utterance from a source language into a 
target language in spoken form. (National Language Policy Framework guiding 
principles (National Language Policy Framework, 2003: 26) 
 
 Official Language: a language used in the business of the government - 
legislative, executive and judicial (National Language Policy Framework,  2003: 
29). 
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CHAPTER ONE 
 
RATIONALE AND BACKGROUND TO THE STUDY 
 
1.1.  INTRODUCTION 
 
Before 1994, English and Afrikaans were the only official languages used in local 
government in the areas that now form part of the Nelson Mandela Metropolitan 
Municipality (NMMM). The new dispensation that was established in 1994 brought 
about the Municipal Systems Act, 2000 (SA, 2000), which put more emphasis on 
community participation in local government affairs. In addition, the Constitution of 
the Republic of South Africa, 2000 (SA, 2000: 32), emphasises that municipalities 
must take into account their communication of information concerning community 
participation.  As such: 
1) A municipality must communicate to its community information  concerning: 
a) the available mechanisms, processes and procedures to encourage and 
facilitate community participation; 
b) the matters with regard to which community participation is encouraged; 
c) the rights and duties of members of the local community; and 
d) municipal governance, management and development. 
 
2) When communicating the information mentioned in subsection (1), a municipality 
must take into account: 
a) community language  preferences and usage in the municipality; and 
b) special needs of those members of the community who cannot read or write. 
 
In order to achieve optimal community participation, it is logical that the municipality 
should serve its residents in the language of their choice. It is therefore incumbent 
upon the NMMM to do a critical review of its language policies and their 
implementation to address communication problems and facilitate community 
participation. Through its language policy review, the municipality commits itself to 
establish appropriate mechanisms, processes and procedures to enable the local 
community to participate in the affairs of the municipality. The relevance of language 
use in community participation is vital as it narrows the social distance between the 
local community and the municipality’s political structures, office bearers, ward 
councillors and administrators. 
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This research is an undertaking to investigate to what extent the NMMM succeeds in 
the implementation of its language policy in terms of the provision contained in 
section 6 of the Constitution of the Republic of South Africa, 1996, and specifically 
section 6(3)(b) which states that municipalities must take into account the language 
usage and preferences of their residents. The municipality has developed a 
language policy which acknowledges and takes into consideration the Eastern Cape 
Language Policy Framework which gives equal status to three official languages 
used in the area, namely English, IsiXhosa and Afrikaans, as official languages of 
the municipality.  
 
The aim of this project is therefore to investigate the language policy of NMMM and 
its implementation to determine to what extent it fulfils its mandate to encourage 
residents of the municipality to participate in all matters of governance and facilitate 
equitable access to municipal services, knowledge and information. 
 
This study is further informed by the observation that isiXhosa, as one of the official 
languages of the municipality, is not often used for communication in conducting the 
business affairs of the municipality. For example, monthly account statements, 
advertisements of vacancies and tender invitations are all written in English only. It is 
rare to find interpreters in executive council meetings organised by the municipality.  
Furthermore, proceedings of the meetings, agendas and minutes are all written in 
English, and this in turn may inhibit public community participation.  
 
It has also been observed that language policy implementation programmes, such as 
short message services sent to residents reminding them about their accounts, all 
appear in English and do not accommodate all official languages of the municipality 
equitably. Thus the municipality is failing to ensure that speakers of languages other 
than English, and especially the speakers of isiXhosa, who form the majority of the 
citizens, fail to take part or participate in the political and socio-economic activities of 
the municipality, due to the lack of language policy implementation programmes. 
 
1.2. RESEARCH PROBLEM 
 
The problem to be investigated is the perceived failure of the municipality to 
implement its own language policy, as is required by section 6 (3) (b) of the 
Constitution of the Republic of South Africa, 1996.  
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The problem is manifested in the following ways:  
 
(i) The failure by the Nelson Mandela Metropolitan Municipality  to consistently use 
the three official languages internally (Executive Council Meetings and Ward 
Committees) as well as in external communication with the public as is evidenced 
in municipal publications including by-laws, circulars, monthly account statements, 
advertisements of vacancies, tender invitations and short outstanding account 
reminders sent to residents; 
 
(ii) The failure to use the three  official languages equitably excludes sections of the 
community not proficient in English from information and all the other rights and 
opportunities that the municipality is obliged to provide; 
 
(iii) The failure of municipal executive officials to budget for language policy 
implementation programmes and view multilingualism as an integral part of 
service delivery and community participation. 
1.3. RESEARCH AIMS AND OBJECTIVES  
 
The aim of the research is to investigate the language policy of the NMMM and 
determine the effectiveness of its language policy implementation.  
 
The research objectives are to:  
 
(i) Analyse and evaluate the current Nelson Mandela Metropolitan Municipality 
language policy in terms of the requirements of Section 6 (3) (b) of the 
Constitution of the Republic of South Africa, 1996; 
 
(ii) Investigate  the  language  preferences of the citizens, officials and councillors; 
 
(iii) Investigate language policy implementation decisions and efforts made by the 
municipality  to  accommodate multilingualism as a way of deepening community 
participation; 
 
(iv) Identify the language resources of the municipality and evaluate the use of these 
resources to facilitate language policy implementation; 
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(v) Investigate and recommend ways to promote community participation and 
empowerment through the use of local languages at official functions and in 
communication with the community.  
 
1.4. KEY QUESTIONS PERTAINING TO THE RESEARCH  
 
(i) What are the challenges that affect the implementation of the language policy in 
the Municipality? 
 
(ii) What are the communication barriers between the NMMM and its citizens and 
what are the root causes of these barriers? 
 
(iii) What mechanisms can be put in place to encourage the use of all three official 
languages equitably by the municipality in all its external and internal 
communication? 
1.5. RESEARCH METHODOLOGY 
 
Qualitative methodology is the dominant approach used in this research as the study 
is a naturalistic approach to investigate people’s feelings and beliefs. Denzin and 
Lincoln (1994:2) define qualitative research as “a multi-perspective approach utilizing 
different qualitative techniques and data collection methods of social interaction 
aimed at describing, making sense of, interpreting or reconstructing such interaction 
in terms of the subjects attached to it”.  
 
The research consisted of structured and unstructured interviews with officials, 
councillors and community members of the municipality to determine whether they 
are comfortable with the use of English only in their meetings and correspondence.  
 
 In addition, community meetings were attended and community centres visited in 
order to observe whether the three official languages of the municipality are used 
equitably.  
 
The last phase of the research consolidates information and data-gathering through 
a questionnaire investigation and an in-depth analysis of the findings.  This serves as 
a verification of findings of the earlier observations and interviews with officials of the 
municipality and community members. 
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1.6. SCOPE AND SCALE OF RESEARCH  
 
The research is limited to Nelson Mandela Metropolitan Municipality’s community 
centres, front-line officials, department of communication and City Treasurer. The 
researcher will also be conducting interviews with individual community members in 
KwaZakhele, KwaMagxaki, Missionvale, Soweto and the Rowallan Park area due to 
their linguistics group dominance; and the data obtained will be verified by a 
questionnaire investigation among other members of the same communities. 
 
1.7. THEORETICAL FRAMEWORK  
 
This study will cover the relevant research and literature available, including books, 
journal articles, academic research papers, legislation, the municipal constitution, 
and other publications including the existing National Language Policy Framework 
published in 2003. The Constitution of the Republic of South Africa of 1996 provides 
guidelines and the policy basis for all public participation programmes. As such, 
NMMM is mandated to adhere to the principles of participatory democracy as 
outlined in sections 59(1)(a), 72(1)(a) and 118(a) of the Constitution of South Africa. 
The Municipality is expected to function in the languages that are spoken by most of 
its community members. It is therefore desirable that all municipalities have 
language policies and plans that facilitate the implementation of the policy. Failure to 
implement the language policy properly negates the principle of linguistic equity, 
which is important for effective service delivery and adequate public participation in 
municipal undertakings.  
 
Alexander (2002:143) maintains that the implementation of language planning in 
South Africa has not yet reached maturity. He regards the South African model for 
language planning as “canonical”, far away from the people and heavily influenced 
by bureaucratic procedures. Preliminary observations within the municipality suggest 
that a vigorous, progressive and aggressive approach to language planning has 
been taken for granted. Various language planning measures, such as massive 
publicity, incentives, reshaping of attitudes and coercion through legislation have 
been minimally employed by the municipality. The Official Languages Act, 2012 (Act 
12 of 2012) requires thorough regulation and examination of the use of official 
languages in government sectors, including municipalities. The Language Act should 
also assist in the advancement of the constitutional imperative of multilingualism.  
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Chumbow (1987:22) states that “the languages of a nation are its natural resources 
on the same level as its petroleum and other natural resources”. These languages 
can be harnessed and developed in the overall interest of the nation. Language 
planning is thus as important as any other aspect of economic planning and should 
form part of the national development plan. 
 
Language communities need to become empowered and need to recognise the 
social, educational and economic potential of their languages. However, for that to 
take place, development and modernisation of previously disadvantaged languages 
are important requirements for the attainment of social and economic equality and 
justice for the majority of South Africans (Department of Arts and Culture 1996: 20). 
 
1.8. CLARIFICATIONS OF KEY TERMS 
 
In trying to avoid misunderstanding and promote common understanding it is critical to 
define key terms that are used in this research. Some of these terms emanate from 
dictionaries such as concise Oxford dictionary of current English, ninth edition and 
National Language Policy Framework (2003) and others from important sources such 
as The Constitution and academic papers. All relevant terms and concepts are defined 
in this section.  
 
1.9. OUTLINE OF CHAPTERS 
  
The chapter outline of the study will be as follows: 
 
Chapter one is an introductory chapter that provides a background and overview of 
the study. It also frames the research problem and outlines the aims and objectives 
of the study. In addition, key questions pertaining to the research are presented, as 
well as the research design and methodology and the scope and scale of the 
research. Chapter two focuses on a review of the scholarly perspectives on 
language policy and development and any related matters. It looks at various 
scholarly definitions and interpretations of language policy implementation in order to 
locate the research within a particular theoretical paradigm. This chapter includes the 
definitions of relevant concepts and scopes the study within the available resource 
context. The chapter also provides an overview of the South African context relating 
to language policy development and implementation. It ends with a presentation of 
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various scholarly perspectives on language policy development and implementation, 
and the challenges faced by regional governmental structures, particularly 
municipalities, in implementing language policy. 
 
Chapter three deals with methodological approaches employed to collect data or 
gather information. It also explains the research approach, the methods used, the 
sampling strategy followed, the area of study, the research respondents, the validity 
and reliability of the findings, the ethical considerations, and the methodological 
challenges experienced during data collection.  
  
Chapter four presents data analysis and findings of the research of the state of 
language policy and its implementation by the NMMM.    
  
Chapter five presents concluding remarks and recommendations for the 
improvement of the quality and effectiveness of language policy implementation to 
enhance community participation, with emphasis on the NMMM. 
 
1.10. SUMMARY 
 
This chapter summarises the research undertaken, its methods of research, aims, 
and objectives. The research problem is formulated and the scope of research and 
methodology are indicated. Lastly, a brief description is provided of what each 
chapter contains. 
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CHAPTER 2 
 
LANGUAGE POLICY, PLANNING AND IMPLEMENTATION 
 
2.1. INTRODUCTION 
 
In this chapter, literature relating to language policy and implementation is discussed 
and investigated in order to provide a theoretical basis the research. Concepts closely 
related to the study of language policy implementation are defined and clarified. 
Furthermore, the research analyses definitions and interpretations of language policy 
implementation are discussed in order to locate this study within this particular 
theoretical context. The new perspective of language policy development and policy 
implementation in South Africa is discussed and a number of publications, such as 
textbooks, recognised journals and industry-related reports are utilised as part of the 
investigation.  
 
2.2. DEVELOPMENT OF LANGUAGE POLICY IN SOUTH AFRICA 
The Former Minister of Department of Arts and Cultures, Science and Technology, Dr 
Ben Ngubane, appointed the Language Plan Task Group (LANGTAG) to be a policy 
advisory group to his Ministry. It was clear that there was a definite need to address 
the trend of bilingualism in South Africa. He further argued that, although 
multilingualism is indeed a sociolinguistic reality in South Africa, it was invisible in the 
public service in most public discourse and in the major mass media. It was also 
argued that the government has failed to secure a significant position for languages 
matters within the national development plan (Language Plan Task Group, 1996: i).  
The aim of establishing the task team was to initiate language awareness campaigns 
to sensitise people to the importance of languages in their society and to persuade 
them to view linguistic equity as an important component of democracy in a 
multilingual society. The task group was also mandated to create programmes and 
projects to ensure that all citizens understood their constitutional rights in respect of 
language.  Furthermore, they were tasked with identifying the uncomfortable and 
controversial language issues and raise awareness on the role of language in society. 
Dr Ben Ngubane maintained that the apartheid government had failed to secure a 
significant position for language issues and that this imbalance needed to be 
addressed. He further stated that the government needed to devise a coherent 
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National Language Plan which not only addressed these issues, but also drew on the 
framework of the Reconstruction Development Plan, maximising the utilisation of the 
country's multilingual human resources. According to LANGTAG (1996: i), Dr Ben 
Ngubane believed that there was an essential need for such a task team in the light 
of:  
(i) The lack of tolerance of language diversity and the resultant "multilingualism is a 
costly problem" approach evident in some sectors of  society weighed against the 
fundamental importance of language empowerment in a democracy; and  
 
(ii) The growing criticism from language stakeholders with reference to the tendency 
of unilingualism in South Africa.  
The above statements indicated that the Minister believed that the task team would 
eliminate the uncompetitive conduct on language issues. He proposed that a 
language policy framework be formulated with a zero-tolerance approach to language 
discrimination and an environment of acceptance of language diversity and positive 
attitude be created that encouraged the continued use and respect of other 
languages. He further strongly believed that the government had to address the issue 
of multilingualism to promote the use of all official languages across the sectors of 
societies in South Africa. Dr Ben Ngubane believed that the task team would be 
instrumental in developing the language plan and advise the government in all matters 
of developing languages in South African to ensure that Constitutional provision in 
language issues were observed.  
2.2.1. Recommendations of Language Plan Task Group  
LANGTAG (1996: 2) made fundamental recommendations for the development of 
language policy framework in South Africa, such as:  
(i)   develop, publish and disseminate a Language Code of Conduct for the Public 
Service to end the frequent abuse of power through language practices; 
 
(ii)  enjoin the political, economic and cultural leadership to African and other 
marginalised languages on important and prestigious occasions. Formulate 
22 
 
guidelines for all public servants to use languages other than English on a regular 
basis in national, provincial and local Government forums;  
 
(iii)    put pressure (legislative and otherwise) on the State and privately owned media 
to give equitable time and space to all official languages and to use South 
African Sign (SASL) Language and other languages where appropriate;  
 
(iv)   use incentives to encourage employers and employees in both the private and 
public sectors to learn additional languages, especially those which would help 
to improve efficiency and productivity in the workplace;  
 
(v)   prioritise language needs and ensure that adequate funding is available for the 
promotion of the government's language policy.  
The significance of these recommendations is that they show the need to increase the 
efficiency and effectiveness of government in the provision of service to the public via 
a functional approach to multilingualism in their endeavour. They also suggest the 
need of significant development of a South African Language Policy Framework 
(SALPF) to guide the development of languages policy in all three spheres of 
government, including public entities and public enterprises. 
 
The above recommendation further indicates that a language policy framework is a 
significant weapon with which government can ensure more effective service delivery 
and can promote citizen participation in government issues. The recommendations 
suggest that language policy must ensure that language is not an obstacle to society 
or government communication. The recommendations further suggest that if effective 
language policy is developed for governments, is implemented in the right way and 
well-funded it can improve the lives of communities and the members of society. 
  
2.3. LANGUAGE POLICY AND PLANNING IN SOUTH AFRICA 
 
 Judging by the recommendations of the task team, the new language planning and 
language policy of South Africa is clearly striving to create social cohesion and nation 
building, so as to eliminate all the negative effects of past policies and legislations.  
This began where the 11 dominant languages in South Africa were granted official 
status in terms of Section 6 of the Constitution. These 11 official languages are 
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spoken as home languages by 96.5% of the population, as can be seen in the 
following figure (Stats SA, 2011). According to the 2011 census, isiZulu is the mother 
tongue of 23% of South Africa’s population, followed by isiXhosa at 16%, Afrikaans at 
14%, English at 10%, Setswana at 8% and Sesotho at 8%. Each of the remaining 
official languages is spoken at home by less than 5% of the population.  
 
          
        
 
  
           
           
           
           
           
           
           
           
           
 
 
   Figure 1: Language distribution in SA according to first home language (Source: Stats 
in Brief 2011, Statistics South Africa) 
 
South Africa has a constitutional authority to pursue linguistic and cultural diversity to 
ensure the achievement and practical sustainability of its indigenous language 
developments. This diversity is recognised in a range of clauses in the constitution 
that recognise the plethora of municipal activities as an opportunity to develop South 
Africa’s languages through community participation.  
 
2.4. LANGUAGE PLANNING 
 
Language planning is in the linguistic domain and is perceived as an arrangement to 
bring a wide range of different languages to be used in a specific environment. This 
involves the total language ecosystem (Kaplan & Baldauf, 1997: 296). There are two 
most recognised aspects of language planning which need to be discussed, 
particularly in the multilingual context of South Africa. Firstly, it should be borne  in 
mind that language plays a  pivotal role in  all educational development; secondly, 
policy decision makers should take into account that the type of language proficiency 
required for effective learning is not conversational fluency, or even discrete 
language knowledge, but rather “a competence necessary for learning purposes” 
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(Webb, 2004: 153). Wright (2004: 176) also emphasises that the role of language 
planning is “to create a space for the actual multilingual practices”. 
 
All the above scholars such as Kaplan and Baldauf (1997), Webb (2004) and Wright 
(2004) argued that language planning has increasingly functioned with the purpose 
of understanding and creating space for multilingual practices used in various formal 
and informal activities, particularly within economic and other relevant domains. 
They further believed that language planning plays a significant role in promoting 
communication and initiating a way to reinforce changes in the patterns of 
development and dominant social relations. According to the view of scholars 
language planning is the deliberate attempt to change an individual or community’s 
use of language varieties, as well as an instrument for finding solutions to language 
challenges, by formulating alternative goals, means and outcomes to implement the 
language policy. 
 
2.5. DEFINING LANGUAGE POLICY, IMPLEMENTATION AND RELATED 
CONCEPTS 
 
   There are various scholars such Ridge (2004), Ricento (2006), Adamolekun (1983), 
and Edwards (1980) who have conducted research into language policy development 
and implementation. Edwards (1980: 17-46) points out four critical factors that have 
influences on policy implementation such as communication, resources, dispositions 
and bureaucratic structures. He believes that communication of policy directives must 
be adequate, clear, accurate and consistent and must be transmitted to the 
appropriate personnel in order to eliminate confusion and prevent the implementors 
from exercising their own discretion which may distort the real intentions of the original 
policy.   
 
   Language policy is a means of creating the space for development of languages 
(Ridge, 2004; Ricento, 2006). Banting (in Butmer, 1986: 148-149) agrees that policy 
implementation does not take place in a vacuum, but that policy is implemented under 
specific political, social, economic and legal settings. The context under which a policy 
is being implemented may impact on the process positively or negatively. Hence, the 
context of policy implementation is an important factor to be studied for policy 
implementation. In this chapter, the views of various scholars on language policy 
implementation are compared. Bamgbose, (1999: 23) agrees that language policy 
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serves as an avenue for the codification of rules of language usage, legitimising 
language regulations. They play a major role in providing an enabling environment for 
a change in attitude, giving an incentive for the promotion of target language(s), and 
creating an awareness of expected norms and consequences of violation of the norms 
(Bamgbose 1999: 23).  
 
Furthermore, Adamolekun (1993), and Edwards (1980) suggest that policy 
implementation involve all the activities designed to carry out the policies enacted by 
the legislative branch and require the participation from all level of personnel in the 
form of team building. They further believe that the success or failures of 
implementation programmes are dependent upon the leadership, motivation, team 
building, compliance and public participation.  
  
2.5.1. Definitions of language policy 
  
Schmidt (2006: 97) maintains that language policy is an official decision or decree on 
the status of various languages spoken in multilingual communities. It is a statement 
of language choice or language use in a specific domain. Such a statement may relate 
to a broad group, for example ‘the entire nation’ as stated in a clause in the 
constitution. Ridge (2004: 211) defines language policy as “a branch of linguistic 
communication” which has the power to render more effective the “linguistic resources 
… already at the disposal of citizens”. Ridge (2004:  211) further states that “language 
policy refers to the policy of the society in the area of linguistic communication, which 
is usually formulated in the form of an official document”.  
 
According to Ricento (2006: 11) language policy is “not just an exercise in 
philosophical inquiry”, but is “interested in addressing the social problems which 
involve language to one degree or another and in proposing realistic remedies”. 
Formal and documented language policies are vital as “language policies are made, 
or are implicitly acknowledged and practiced, in all societal domains” (Ricento, 2006: 
11).  
 
Ridge (2004) and Ricento (2006) agree that language policies function to create a 
favourable environment for all languages to be developed and used in a society, as 
well as, facilitate linguistic transformation. Thus, the primary objectives of a language 
policy concern language use in various domains, such as politics, education, society 
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and the economy. They further share the view that language policies should be 
intended to encourage linguistic diversity and promote transformation of linguistic 
rights. Their views suggest that a language policy should intentionally promote or deal 
with the strategy of reconciliation and nation building, so as to undo the negative 
effects of hegemonic effects on languages, and make sure that there is an equitable 
sharing of resources and a distribution of socio-political and economic power and 
influence in this regard. 
 
2.5.2. Definitions of Language Policy Implementation 
  
The policy implementation process is the phase of policy-making between the 
establishment of policy and consequences of the policy on the citizens. 
Implementation involves translating the goals and the objectives of the policy into 
operating, ongoing programmes. According to Adamolekun (1983: 243) policy 
implementation refers to activities that are carried out in light of established policies. 
Edwards (1980: 1) further defines policy implementation as a stage of policy making 
between the establishment of policy (such as the passing of legislative acts, the 
issuing of an executive order, or the promulgation of regulatory rule) and the 
consequences of policy for the people whom it affects. 
 
These two scholars highlighted policy implementation as a broad process with political 
implications. They also argue that the implementation process has critical variables 
that shape the directions that implementation might take. In addition, they state that 
“policy implementation consists of organised activities by the policy-makers to direct 
towards the achievement of goals and objectives of improving service delivery and 
communication with people”. It can thus be seen that policy implementation is 
essential for citizens, whether the individual or the collective, to experience the 
benefits of the policy. 
 
2.6. SIGNIFICANCE OF LANGUAGE POLICY  
 
According to Wallace and Wray (2002: 80) language policy deals with specific goals 
and objectives with regard to language. Desai (2001: 323) further argues that 
“language policy plays a significant role in enabling citizens of a country to participate 
in the political, educational, social and economic life of that country”. Shohamy (2006: 
6) further believes that language policy is not limited to official and declared 
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documents, which often play lip service, but incorporates a variety of mechanisms that 
serve to ensure that language policies are implemented. 
 
In light of the above statements it is clear that language policy can play an active role 
in encouraging communities to actively participate in community developments and in 
the governance of their municipalities. It is for this reason that implementation of a 
language policy is vitally important for government to achieve its goals for the 
promotion of democracy, equity, social cohesion.  Addressing the language use of the 
people and deliberate attempt to change the individual or community’s use of a 
language and influence in terms of community language behaviour of community are 
vital elements in our current socio environment in South Africa. Language policy is 
significant in ensuring that the linguistic resources of the country are used and 
maintained, and  that communities understand government services and receive 
them: As mentioned, municipalities have a significant role to play in implementing 
language polices and language planning. 
 
2.7. THE LANGUAGE LEGISLATIVE CONTEXT 
 
Section 6 of the Constitution provides the primary legal and constitutional framework 
for the development of multilingualism, the use of the official languages and the 
promotion of respect and tolerance for South Africa’s linguistic diversity. The state 
takes practical and positive measures to elevate the status and advance the use of all 
11 official languages. The South African Constitution (Act No. 108 of 1996) 
emphasizes that all official languages must “enjoy parity of esteem” and be treated 
equitably, thereby enhancing the status and use of other official languages, with 
government taking “legislative and other measures" to regulate and monitor the use of 
all official languages”.  
 
The Constitution mandates change to the language situation throughout the country, 
giving social and political recognition to marginalised language groups on the basis of 
“the expressed needs of communities and interest groups”. Other relevant provisions 
pertaining to language matters are made elsewhere in Constitution Section 9 (3) 
which protects against unfair discrimination on the grounds of language, whilst Section 
30 and 31(1) refer to people’s rights in terms of cultural, religious and linguistic 
participation and enjoyment. Sections 35(3) and (4) refer to the language rights of 
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arrested, detained and accused persons, with particular emphasis on the right to fair 
trial with proceedings conducted or interpreted into the language of that individual’s 
choice. 
 
There are various existing pieces of legislations which have an enormous impact on 
language development in South Africa. The development of language policies thus 
has to take into consideration these legalities. Municipalities are also obliged to 
determine the languages used and the preference of their communities within an 
enabling provincial language policy framework. Municipalities have to determine the 
language use of their communities and implement a multilingual policy. 
 
2.8. THE CONSTITUTION OF SOUTH AFRICA, 1996 
 
South Africa is known as one of the countries with the most progressive constitutional 
language provisions on the African continent. It enshrines multilingualism, unlike the 
former language policy, which was based on official bilingualism. In South Africa 11 
languages are used by 96.5% of the population and duly recognized as official 
languages at all levels of government. Government departments are required to use at 
least two languages for official purposes and municipalities are encouraged to 
respond to the language preferences of the local communities. The South African 
Constitution (Act No. 108 of 1996), also encourages the use of the African languages, 
stipulating that they must enjoy “‘parity of esteem and must be treated equitably with 
English and Afrikaans”. 
 
Local government, as one of the institutions exercising a public power or performing a 
public function in terms of legislation, is bound by the Constitution to promote 
multilingualism and formulate policies in line with the guidelines contained in the 
National Policy, taking into account their regional circumstances and the needs and 
preferences of communities. The following sections of the Constitution are significant 
for the promotion of multilingualism at municipal level. They are: 
 
(i) Section 6 (3) (b) of the Constitution, which states that municipalities must take into 
account the language usage and preferences of their residents; and 
 
(ii) Section 152, which fosters the involvement of communities and other community 
structures in matters of local government. 
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The Constitution and related legislation clearly advocate the promotion of 
multilingualism in South Africa and propose that any formulation of language policy 
must be in line with the National Language Policy Framework (2003). Municipalities, 
as the third level of government, should articulate clear policy positions on the status 
and use of official languages in their communities. 
 
2.8.1. The National Language Policy Framework (NLPF) (2003) 
 
The National Language Policy Framework, adopted in 2003, also needs to be 
considered in language policy development at municipal level. The Department of Arts 
and Culture is the lead department on matters of language policy and implementation. 
The National Language Policy Framework is an enabling framework for the 
development of multilingual policies aimed at supporting comprehensively 
Government’s approach to development and nation-building and harnessing the 
resources of the country. The aims expressed in the framework are as follows: 
 
(i)  to promote the equitable use of the 11 official languages, including South 
African Sign Language (SASL)  and Khoisan languages; 
 
(ii)  to facilitate equitable access to government services, knowledge and 
information; 
 
(iii)  to ensure redress for the previously marginalised official languages; 
 
(iv)  to initiate and sustain a vibrant discourse on multilingualism with and within all 
language communities; 
 
(v)  to encourage the learning of other official indigenous languages; and 
 
(vi)  to promote good language management for efficient public service 
administration. 
The National Language Policy Framework not only initiates a new approach to 
multilingualism in South Africa and in the municipalities, but strongly encourages the 
use of the local languages as official languages in order to foster and promote national 
unity, nation building and social cohesion. It takes into account the broad acceptance 
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of linguistic diversity, social justice, the principle of equal access to public services and 
programmes and respect for language rights.  
 
2.8.2.  Guiding principles of the National Language Policy Framework (2003)  
 
The guiding principles, as laid down in the Constitution, were developed in order to 
address the linguistic division in present society probably as a ‘hangover’ resulting 
from the previous government’s repressive laws. A National Language Policy 
Framework and its Implementation Plan approved by Cabinet in 2003 take cognisance 
of the constitutional provisions on multilingualism and are in concert with 
government's goals for economic, socio-political and educational growth. National 
Language Policy guiding principles are based on section 6 of the South African 
Constitution (Act No. 108 of 1996). In accordance with the Constitution, the basis for a 
comprehensive language framework consists of the following National Language 
Policy Framework guiding principles (National Language Policy Framework 2003: 14): 
 
(i) promoting language equity and language rights as required by a democratic 
dispensation; 
 
(ii) language as resources to maximise knowledge, expertise and full participation in 
the political and socio-economic domains; 
 
(iii)  collaborative partnerships to promote constitutional multilingualism; 
 
(iv)  preventing the use of any language for the purposes of exploitation, domination 
and discrimination; and 
 
(v) enhancing people-centeredness by addressing the interests, needs and 
aspirations of a wide range of language communities through on-going dialogue 
and debate. 
The significance of policies as mentioned above implies that the importance of rights 
should not only inform the language plan, but act as a measure for the acceptability 
and implementation of the language policy. The policy highlights the importance of   
respect for human dignity and that language should not be isolated from other rights 
and especially not from those rights which have a direct or indirect bearing on 
meaningful communication to strengthened diversity, community participation and 
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access to services. These principal legal frameworks for multilingualism facilitate the 
development of the official languages and the promotion of respect and tolerance for 
South Africa’s linguistic diversity through determining the language rights of citizens, 
which must be honoured through the implementation of national language policies.  
 
2.8.3. The Bill of Rights 
 
The language clauses of the Constitution are furthermore supported by the Bill of 
Rights (Constitution of the Republic of South Africa, Act 108 of 1996), which 
recognises language as a basic human right. In line with the liberal rights-based 
paradigm, the following provisions are made: 
 
(i)   Section 9 (3) prohibits discrimination on the basis of language. 
 
(ii)   Section 29 (2) accords one with the right to education in the language of one’s 
choice. 
(iii)   Section 30 provides one with the right to use the language of one’s choice. 
 
(iv)   Section 31 gives persons belonging to linguistic communities the right to enjoy 
and use their language and also to form, join and maintain linguistic 
associations. 
 
(v) Section 35 (3) (k) affords arrested, detained and accused persons the right to 
be tried in a language that they understand or to have proceedings in court 
interpreted in that language. 
 
(vi) Section 35 (4) accords a person with the right to information in a language that 
the person understands. 
 
(vii) Section 35 (3) and (4) states right of an accused person to be tried in a 
language that the accused person understands or, if that is not practicable, to 
have the proceedings interpreted in to that language, as well as the right of 
accused persons to have information supplied to them in a language that the 
person understands (Section 35 (3) and (4). 
 
The objective of the Bill of Rights (Chapter 2 of the Constitution) is to give effect to 
the constitutional right of access to any rights held by the state, private institutions or 
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persons, subject to justifiable limitations. Such access might not only refer to 
physically obtaining the information but must, as far as possible, be in a language of 
choice of the requester. The Bill also highlights the primary importance of linguistic 
transformation. It shows that language policy development needs to be directed 
towards the progressive elimination of disparity and lack of equity in respect of the all 
official languages. The Bill clearly states the right of the African languages to be 
elevated in terms of their status and further supports the progressive elimination of 
language barriers in the political, cultural, social and economic spheres. 
 
2.9. THE USE OF OFFICIAL LANGUAGES ACT (NO.12 OF 2012)    
 
The Department of Arts and Culture has engaged in consultations with various 
stakeholders through conferences, national language forums and workshops 
specifically with a view to improving the use of the indigenous official languages in 
government departments and public entities. The issue of Mr Lourens versus the 
President of the Republic of South Africa and other court applications to Provincial 
Departments of Arts and Cultures tested whether government had complied with its 
obligation to finalise and promulgate The Use of Official Languages Act, (No.12 of 
2012) as required by the Section 6 of the Constitution (High Court of South Africa 
North Gauteng, 2010: 1-16)  
 
The Court found that there was no constitutional obligation for the state to comply 
with all Lourens’s demand of the national government to regulate and to monitor 
through legislative and other measures the national government’s use of official 
languages in terms of section 6(4) of the Constitution of the Republic of South Africa, 
1996.  The Court did agree with him on some points. In particular, the Court ordered 
the Minister of Arts and Culture to comply with Section 6 of the Constitution within 
two years of the date of the court order. The Department of Arts and Culture, in order 
to comply with this order, then drafted the South African Languages Bill of 2011 
which was approved by Cabinet and later the National Assembly. 
 
It was called The Use of Official Languages Act (No.12 of 2012) and regulations 
were drafted in consultation with relevant stakeholders including the Pan South 
African Languages Board as watchdog. The regulations provide for the monitoring of 
the Use of the Official Languages Act of the national government departments by 
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Department of Arts and Culture and Pan South African Languages Board. It also 
provides for the adoption of the new language policies, as well as the establishment 
of language units in National Departments and Public Entities. 
 
The President signed off the Use of Official Languages Act (No.12 of 2012) in 
October 2012. Three key principles were embodied in the Act, namely the promotion 
of the use of indigenous official languages, access to information and services, and 
good language management. The Department of Arts and Culture stressed that the 
Act sought not only to promote the use of indigenous official languages for the sake 
of the languages themselves, but also to give people better access to government 
structures.  
 
However, the Act is allows government departments and public entities to plan 
effectively and appropriately for multilingualism matters, both on their own and on 
advice from the Department of Arts and Culture. The Constitution has placed this 
obligation on national government and public entities and understands the 
importance of incorporating local government, in using multilingualism in their 
provision of services and encouraging community participation in governance 
matters. The Use of Official Languages Act (No.12 of 2012) is intended to guide 
national government, national public entity and national public enterprise on the use 
of official languages. 
 
The successful passing of this Act opens the doors for linguistic transformation in 
national government departments, provincial departments and local government and 
proves that multilingualism in South Africa can be a reality. This Act  provides for the 
regulation and monitoring of the use of official languages by national government for 
government purposes and to require the adoption of language policy by a national 
department, national public entity and national public enterprise to provide for 
establishment and functions of a National Language Unit; to provide for the 
establishment and functions of language units by  national departments, national 
public entities and national public enterprises; to provide for monitoring and reporting 
on use of official languages by national government; to facilitate intergovernmental 
coordination of language units; and to provide for connected therewith.  
 
 
34 
 
2.10. LANGUAGE POLICY OF NELSON MANDELA METROPOLITAN   MUNICIPALITY 
(NMMM) 
 
In the previous dispensation English and Afrikaans were the only two official 
languages used in the NMMM. However, after the adoption of the new constitution 
the language issue became fundamental, that is, all municipalities needed to use the 
local languages to encourage their residents to participate in municipal activities. It 
was for that reason that the language policy of NMMM was developed; the aim being 
to achieve optimal community participation by serving its residents in the language 
they understand best. The language policy is aimed at promoting the officials 
languages of NMMM and create an environment that encourages the community to 
be fully active in the affairs of the municipality. The municipality needs to monitor the 
implementation and progress of the plan; the desired level of the behaviour should 
be formulated as well as how progress could be measured and when or how the plan 
should be re-evaluated. Provisions should be put in place for adequate monitoring 
and evaluation of the programmes, as poor monitoring and evaluating of language 
policy implementation programmes will only yield undesired outcomes.   
 
The municipality faces challenges of language policy implementation as a result of 
many factors, which could arise from the language policy itself, the policy 
formulators, or the environment in which the language policy has been made. An 
implementation gap can arise from the policy itself when such a policy emanated 
from the municipality rather than from the target groups such as officials, community 
members and councillors. It means that the planning of the policy is only done by the 
Executive Council members. And, by implication, the target groups are not given an 
opportunity or allowed to contribute to the formulation of the policy that affects their 
lives. This will not give the target beneficiaries a sense of belonging and, therefore 
they will not have a sense of commitment. 
 
2.11. PUBLIC COMMUNITY PARTICIPATION 
 
Davids (2005: 19-29) defines public participation “as an inclusive process aimed at 
deepening democracy through formal participatory mechanisms…” He further 
advocates that authentic public participation should entail participation in decision-
making, implementation, monitoring and evaluation, as well as development output 
and outcomes. Public participation is further seen as a democratic process that 
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engages communities in the decision-making processes where they can play an 
active part in the development and operations of services that effect communities. 
The South African Constitution (Act No. 108 of 1996) and the White Paper on Local 
Government (1998) contain specific prescriptions concerning the need for enhanced 
community participation and consultation regarding local government matters.  
 
Section 152 of the South African Constitution (Act No. 108 of 1996) sets out the 
objectives of local government mandating them to encourage or embrace community 
involvement, to ensure accessibility to services, and promote good governance.  
Section 152 of the South African Constitution (Act No. 108 of 1996) further 
mentioned the following two important objectives for community public participation:   
 
(i) Democratic and accountable local government for local communities should be 
provided; 
 
(ii) The involvement of communities and community organisations in the matters of 
local government should be encouraged. 
The above statements suggest that municipalities must encourage and create 
conditions for the local communities to participate in the affairs of the municipality. 
Municipalities should develop a culture of community participation and good 
governance and encourage communities to elect their representatives to represent 
them to the council. Municipalities are mandated to develop mechanisms, processes 
and procedures to institutionalise local community participation and ensure that 
participants in a public participation process fully understand the objectives, issues 
and the process, and are empowered to participate effectively and practically.  
 
Community participation must create an environment that ensures all are included, 
including people who cannot read or write. Municipalities have the responsibility to 
ensure municipal services are provided to the local community in a financially and 
environmentally sustainable manner. They also have the duty to consult the local 
community about the level, quality, range and impact of municipal services provided 
by the municipality, either directly or through other service providers, and the 
available options for service delivery (Municipal Systems Act, 2000: 19). 
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2.12. ROLE OF LANGUAGE IN COMMUNITY PARTICIPATION 
 
In terms of Act 108 section 152(1) (e) of the 1996 Constitution (1996), one of the 
objectives of local government is to encourage the involvement of communities and 
community organisations in the matters of local government. The Municipal 
Structures Act 117 (1998)) requires that community participation be taken further. 
Constitutional prescription is further endorsed by the White Paper on Local 
Government (1998), which encourages active participation of municipal councillors 
and promotes the involvement of citizens and community groups in the design and 
service delivery of municipality programmes. Furthermore, community participation 
encourages and supports individual and community initiatives, directing community 
energies into activities and programmes which benefit the entire community. 
 
The purpose of language policy implementation is to actualise the concept which 
places people at the heart and centre of community participation processes. 
Language will always play a major role in strengthening and developing appropriate, 
representative and competent social intermediaries and encourage full participation 
of communities in the municipality as a people-centred structure. It fosters 
partnership between the municipality and community organisations in social 
intervention and poverty eradication initiatives. It assists officials and councillors in 
adopting inclusive approaches to foster community participation, while removing 
communication obstacles to, and actively encouraging the participation of the 
marginalised languages in the municipality. 
 
Language policy implementation is one of the secondary objectives of the 
municipality and contributes to meaningful community participation in public affairs, 
to empower individual citizens, to guarantee fairness, to oppose discriminatory and 
disadvantaging practices, to resolve language-related conflicts, and to develop a 
culture of human rights. Implementing language programmes allow municipal 
officials and residents to communicate effectively with one another, and result in a 
citizenry that will develop feelings of ownership and belonging (Department of 
Provincial & Local Government, 2008:8). 
 
37 
 
Municipalities report annually on their attempts to involve communities and 
community organisations, indicating to what degree did they (Department of 
Provincial & Local Government, 2008a: 5): 
 
(i) “consult the community about the level, quality, range and impact of municipal 
services”; 
 
(ii) “develop a culture of municipal governance that complements formal 
representative government with a system of participatory governance”; 
 
(iii) “encourage and create conditions for the community to participate in the affairs 
of the municipality”; and 
 
(iv)  “contribute to building the capacity of the local community to participate in the 
affairs of the municipality to foster community participation.” 
The above statements indicate that the Department of Provincial and Local 
Government has to develop a communication strategy which is directed at creating 
public awareness, mobilising public participation and obtaining the co-operation of 
“key stakeholders (in order) to take up empowerment through multilingualism” 
(Department of Provincial and Local Government, 2008d: 2). It is expected of the 
Department of Provincial and Local Government to be community-directed and that 
communities and community organisations should be consulted and involved.   
 
The Department can contribute by engaging in socio-political situations which 
normally give rise to community-initiated and community-driven movements.  
Communities can thereby be convinced that the use of their own languages in public 
domains will promote respect for linguistic diversity and facilitate access to 
meaningful service delivery. The government’s purpose of “deepening community 
participation and empowerment” and social cohesion or unity in the various fields of 
human activity can only be achieved if ways are found where people and 
organisations can communicate with each other in the languages understood best by 
communities (Guidelines for Implementation Multilingualism, 2008-2011: 11).  
 
Government realises that language is an important factor in the provision of 
information to municipal residents, for effective service delivery, and for the 
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promotion of meaningful participatory democracy. Seshoka (2013: 33) argues that 
language plays a role in service delivery and in getting residents involved in 
municipal government. According to the Guidelines for Implementation 
Multilingualism  (2008-2011: 19) people who are not adequately proficient in English, 
or who are illiterate or disabled, are similarly excluded from information and need to 
be catered for.  
 
2.13. INTEGRATED DEVELOPMENT PLANNING AND MULTILINGUALISM 
 
In terms of Section 25 of the Municipality System Act (32), (2000), each council must 
conduct an Integrated Development Planning (IDP) process that should provide 
municipalities with a golden opportunity to establish roots for sustainable 
development and fairness of service delivery.  
 
Municipalities cannot achieve this mandate without using all the official languages of 
their local community equitably. Municipalities are therefore encouraged in pursuing 
their mandate to improve their lives and use languages of their choice in ensuring 
service delivery. Integrated development planning is one of the important 
instruments for the municipality to address its developmental role in creating 
sustainable communities with clean, healthy and safe environments and integrated 
social services. Integrated development planning is now seen as a function of 
municipal management through the use of councillors and officials, as part of an 
integrated system of promoting sound governance and planning for good service 
delivery.  
 
Integrated Development Plan is a process through which municipalities prepare a 
strategic plan containing short, medium and long-term development objectives, 
strategies and programmes for the municipal areas. The IDP is a principal tool that 
guides the activities of any agency from other levels or spheres of government, 
corporate service providers, Non-Government Organisation (NGOs) and the private 
sector within the municipal area down to the Ward levels of the municipality. It is for 
this reason that councillors and officials should play a significant role in the 
implementation of multilingualism in rolling out IDPs that will deal with community 
issues without deviating from the provisions of municipal guidelines and 
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developmental programmes. Through the use of the official languages, community 
participation will be enhanced.  
 
Councils, as decision-making bodies of the municipalities, are expected to draw up a 
language charter as a framework within which the use of official languages and 
multilingualism can be promoted. This charter must be based on the municipal 
language policy, but must also be the product of consultation with various community 
structures and relevant stakeholders. It is further suggested that the language 
charter be linked to all the relevant structures and departments, the tasks of officials, 
councillors and the Executive Council along with other public entities within the 
parameters of the municipality. In this way, the municipality will empower and 
encourage community participation to ensure that any IDP analysis in areas of 
service delivery is done and documented in all official languages to the benefit of 
citizens who are not proficient in English. The three strategic objectives of 
multilingual IDP analysis are as follows: 
 
(i) Accuracy of message will be maintained because a second or third person’s 
voice or interpretation is not used; 
 
(ii) Impartiality is maintained as no second person or third person will speak on  
behalf of anyone else 
 
(iii)  Documentation will be provided in two of the official languages of the region and 
then translated into English.  
The above strategic objectives not only assist in ensuring a clear message, but will 
also empower and encourage communities of the municipality to participate in all 
programmes of the municipalities. In this way communities can claim ownership of 
the municipal plans and activities, and assist the municipality in making decisions 
and rendering basic services and growing the local economy. The Council also 
needs to acknowledge language rights, to respect existing cultural and language 
difference in the communities and provide citizens with the opportunity to participate 
equally in all activities of the municipality. 
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2.14. THE CHALLENGES OF IMPLEMENTING MULTILINGUALISM IN THE 
MUNICIPALITY 
 
Alexander (2000: 7) highlights the challenges to successful implementation of 
language policy as being obstacles to the realisation of multilingualism in South 
Africa. The unassailable position of English in South Africa is one of the main trends 
hampering the realisation of multilingualism. These challenges include the dominant 
position that English has in the municipalities and the difficulty that African languages 
find themselves in of being perceived as inferior and being in competition with each 
other (Alexander, 2000: 7), Barkhuizen and Gough (1996: 453) argue that the 
challenges to the implementation of new policies need to be understood in the light 
of past policies and their effectiveness, or lack of effectiveness in redressing 
linguistic inequalities. Both authors believe that there are various constraints on 
policy implementation in South Africa and that the success of language policy is 
dependent on its implementation programmes. Another challenge of language policy 
implementation may be that the policy itself may fail to meet the community 
expectations that are constantly growing along with its effort to address social 
problems. 
 
According to Auer and Wei (2007: 4), another challenge to the implementation of 
South Africa’s language policy and plan is that language is associated with power 
and financial prosperity. For this reason, English is the language that is most often 
used in the media by politicians and government officials, even though attempts 
have been made to promote multilingualism. Sufficient platforms are not provided for 
the use of multiple languages in the media, in government departments and in the 
schools (Auer & Wei 2007:5). Mwaniki (2004: 284) notes some challenges 
municipalities face in implementing the policy of multilingualism: 
 
(i)   The negative language attitudes of speakers of the African languages; 
 
(ii)   The difficulty of mobilising political and executive support ; 
 
(iii)  The unwillingness of municipal officials to provide the required budget; 
 
(iv) The lack of the required human resources for implementing multilingual policies; 
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(v)   The failure of municipal officials to view multilingualism as an integral part of 
service delivery and community participation programmes.  
 Mwaniki (2004: 284) suggests that the actual content of the official language policy 
be determined by specific regulation of language use in interactions between the 
state and the community. Contrary to this, there is a continuing use of English at the 
national level and in important events. This fosters a negative respect for 
encouraging the use of other languages, such as African Languages in the 
organisations and through communication with communities. This suggests further 
that African languages be used at high level meetings, that certain considerations on 
usage, practicability and regional circumstances be made, as well as the balance of 
the needs and preference of the communities be taken into account.  
 
One of the most paramount challenges is the attitude or behaviour the speakers of 
the African Languages have towards their own languages. It seems that sometimes 
most Africans prefer English over their own languages. According to Du Plessis 
(2008: 2) changing people’s behaviour is not only a long-term process, but is also a 
process made up of short-term obstacles. Du Plessis (2008: 2) lists the following 
obstacles: 
 
(i)  Language attitudes: People have certain beliefs about certain languages – for 
instance, that certain languages are not appropriate to use for teaching or for the 
formulation of laws and regulations, and that knowledge of some of the other 
languages gives one prestige. 
 
(ii)   The political and management leadership (Political Principals) at all levels of 
government are often not aware of the fundamental role of language in training 
and in work performance, and it is therefore not easy to mobilize their support. 
 
(iii)   Municipalities are equally unconvinced about the importance of language and are 
therefore unwilling to budget for the promotion of multilingualism. 
 
(iv)  There is a general lack of professionals who can manage language promotion 
programmes, that is, the required translators, interpreters, editors, document 
designers, and so forth. 
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(v)   There is an inability among officials to think in terms of multilingualism (they seem 
only able to think in terms of the use of one language in public life). 
 
 In order to achieve the above there is a need for serious consideration and support 
for such an initiative from the executive council and public support from community at 
large. The push factor of political will is very important for the implementation of 
language policy, because language policy implementation programmes need financial 
support in order to be effective with funds availed for the employment of professional 
language practitioners. Another challenge is the failure of municipal officials to view 
language as an meaning factor in delivery of services and community participation in 
municipalities.  
2.15. SUMMARY 
 
      This chapter constituted a literature overview with reference to the development of 
language policy and language planning in South Africa. In this chapter, the theoretical 
paradigm of language policy and planning and the different aspects applying to it were 
discussed. The significance of language policy and planning in all government sectors 
was highlighted and the multilingual nature of South Africa, particularly in the context 
of the local government’s sphere, was discussed and emphasised. The challenges 
experienced since the institution of language policies and planning were explained 
and the chapter considered scholars’ views on language policy, language planning 
and language policy implementation. These items were delineated as vital aspects of 
creating effective communication which needs to be explored comprehensively in 
order to ensure community participation and effective service delivery by the 
municipality. In view of the discussion it can be said that government is committed to 
constitutional adherence on language improvement; however the urgency in language 
policy implementation needs to be met.  
 
 
 
 
 
43 
 
CHAPTER 3 
 
RESEARCH METHODOLOGY 
 
3.1. INTRODUCTION 
  
This chapter deals with the research methodology of the study, and explains the 
research methods used in collecting data. The chapter further gives details on which 
methodological processes and procedures were followed in the collection of data, as 
well as giving reasons for selecting these research processes and procedures. The 
aim of the data analysis was to elucidate the context, processes and institutions 
involved in language policy implementation in the NMMM. 
  
3.2. RESEARCH APPROACH  
 
A case study approach was used for this research study. A case study approach 
allows the researcher to make an in-depth study of a single case or unit of study. 
According to Hartley (2004: 325), a case study comprises of a “detailed investigation, 
with the aim of providing an analysis of the context and processes which illuminate 
the theoretical issues being studied”. This approach allows for an exploration and 
understanding of the issues of language policy implementation at the NMMM. It 
further allows for an extensive examination of data within a specific context or 
institutions within the municipality. 
 
A case study approach is one of many ways of doing social science research as it 
includes experimentation, observation, surveys and the examination of archival 
information. This approach provides descriptive accounts of one or more cases yet 
can also be used in an intellectually rigorous manner to achieve experimental 
isolation of one or more selected social factors within a real-life context of study. 
Using the NMMM as a case study will give one an understanding of in-depth 
comprehensive issues of language policy and implementation programmes. It is also 
serves as one of the most flexible research designs, allowing the researcher to retain 
the holistic characteristics of real-life situations in the municipality while investigating 
empirical events. 
 
 Soy (1997: 4) states that the advantages of case study strategies are their 
applicability to contemporary human situations and their public accessibility through 
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written reports. Soy (1997: 4) states that case study results relate directly to readers’ 
everyday experiences and facilitate an understanding of complex real-life situations 
while delivering a nuanced view of reality.  
 
3.3. THE RESEARCH AREAS 
 
The research was undertaken in the Nelson Mandela Metropolitan Municipality which 
comprises of the City of Port Elizabeth and neighbouring towns, such as Despatch 
and Uitenhage. The study covered six Port Elizabeth areas, namely KwaZakhele, 
Soweto, KwaMagxaki, Missionvale, Korsten and Rowallan Park. These areas were 
chosen because of their language situation. The languages are distributed as 
follows: KwaZakhele, KwaMagxaki and Soweto residents are mostly IsiXhosa-
speaking; Missionvale residents speak Afrikaans and isiXhosa; Korsten residents 
mainly speak Afrikaans; and residents of Rowallan Park speak English and Afrikaans 
with only a small group speak isiXhosa. These residential areas provide good 
opportunities to investigate in which languages the residents are receiving services 
and communication from NMMM. According to the language policy of NMMM 
residents of these areas are supposed to be served in languages of their choice.  
 
Missionvale, in particular, was chosen for the diversity of languages used in this 
area, where Coloured and African communities live as neighbours displaying their 
diverse cultural and linguistic background. This is truly an area of multicultural 
diversity which provides a perfect picture of multilingualism. In these areas there are 
satellite municipal offices, care centres and customer centres. Questionnaires were 
distributed and interviews were conducted at these offices with community members 
and officials of the municipality.  
 
The majority of residents in NMMM are isiXhosa speakers (Statistics SA, 2001). The 
home languages profiles of NMMM indicate that the most widely used home 
language is Xhosa (57.3%), followed by Afrikaans (29.7%) and English (12.1%). The 
significant dominance of isiXhosa shows that it should be used in high profile events 
as one of the three languages according to the language policy of NMMM.  
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3.4. QUALITATIVE RESEARCH METHODOLOGY 
  
Qualitative research methodology was chosen for this particular type of study, 
because it allows for a detailed investigation of issues specifically dealing with 
human experiences. Its strength is its ability to provide complex textual descriptions 
of how people experience issues. Denzin and Lincoln (2000: 2) classify qualitative 
research as multi-method in focus, involving an interpretive, naturalistic approach to 
its subject matter. The methods used in this study aim to enquire and interpret the 
implementation of the municipal language policy in these various communities and 
whether their rights to receiving municipal information in the language of their choice 
are being affected.  
 
The objective of the research was to study the behaviour, perspectives and 
experiences of the people in these areas when they visit municipality community 
centres or offices to receive services or to participate in matters of governance.  
According to Holloway (1997: 2) qualitative research studies seek to answer the 
“why”, not the “how”, of the research setting through the analysis of unstructured 
information. Similarly, this study seeks to understand the linguistic experience of 
residents and the impact of the language policy on community participation in 
municipal matters or governance.  
 
The empirical survey was based on the problem that not all three official languages 
of the municipality are used equitably. IsiXhosa in particular gets less attention in 
terms of usage as an official language of the NMMM. The key hypothesis indicates 
that the municipality does not use all three its official languages in communication. 
IsiXhosa and Afrikaans are not used often in official communication and in service 
delivery consultation. 
 
3.5. SAMPLING OF THE RESPONDENTS 
  
A sample is the total number of people invited by a researcher to participate in a 
research project (Paton, 2002: 22). A sample consists of a subset of a population 
that is used to represent the entire group. It entails a group of people, objects, or 
items that are taken from a larger population for measurement Paton (2002: 22). 
Bineham (2006:3) distinguishes between probability and non-probability sampling 
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methods. Sampling methods are also divided into simple random sampling, stratified 
sampling and cluster sampling.   
 
In this research, purposive and random sampling methods were used for the 
selection of respondents, while purposive sampling was used in the selection of 
language practitioners and officials at the NMMM. The officials were interviewed to 
determine how language is used in their work as language practitioners, as they are 
responsible for interpreting during the proceedings of the meetings and translating 
documents of the municipality. Residents, on the other hand, were randomly 
selected at community centres, satellite offices and municipality offices, without 
considering any specific target other than their willingness to be interviewed.  
 
3.6. RESEARCH RESPONDENTS 
 
The research respondents in this study consisted of 50 residents, 24 of which were 
males (48%) and 26 females (52%) of the NMMM. The NMMM employees or 
officials were made up of language practitioners, customer-care and help-desks 
employees. 50 officials of which 28 were females (56%) and 22 (44%) males were 
drawn from the research areas. Their ages ranged from 18 to 60. 
 
3.7. RESEARCH INSTRUMENTS 
 
Four research tools or devices were used for data collection, namely questionnaires, 
interviews, document analysis and observation. 
 
3.7.1. Questionnaires  
 
A questionnaire is a useful tool for gathering data from many respondents and it can 
easily be distributed to a large number of people. According Sax (1990: 244)   a 
questionnaire provides evidence which allows reflection and opportunity to justify 
and validate the research process. It further assists in gathering information from 
respondents about attitudes, knowledge and their feelings, in this instance, on the 
use of languages in NMMM. Sax (1990: 244) defines a questionnaire as “a set of 
questions dealing with some topic or related group of topics, given to a selected 
group of individuals for the purpose of gathering data on a problem under 
consideration”. According to Willemse (1990: 9) the following requirements must be 
taken into account in drawing up a questionnaire: questions should be short, simple 
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and to the point and confidentiality should be assured. Willemse (1990) emphasises 
that questions should not be offensive and require any calculation on the part of the 
respondent.  
 
The advantages of using questionnaires in this research project was that some could 
be mailed, others delivered electronically and large amounts of information collected 
from a large number of people in a short period of time at a relatively low cost.  
 
3.7.2. Interviews 
 
Interviews were used as a way to collect data, as well as gain knowledge from 
individual officials of the municipality and community members. They provided an 
opportunity for an interchange of views between the participants and the researcher. 
In these study face-to-face interviews with residents of the municipality, officials were 
viewed as instruments of research. During the interviews, the researchers guided the 
discussions to retain the focus and to obtain detailed answers to the planned 
questions. According to Frey and Oishi (1995: 1) interviews are “a purposeful 
conversation in which one person asks prepared questions (interviewer) and another 
answers them (respondent)”. Gray (2004: 214) further mentions that there are many 
advantages to using interviews as a research instrument for collecting data. These 
include the rationale that interviews offer a way of obtaining highly personalised data, 
and they enable the interviewers to gain more clarity and information regarding the 
question asked. Interviews also afford respondents a way of answering questions in 
instances where they cannot write or have difficulty understanding written language. 
Questions asked during the interviews were based on the following: 
 
(i) the usage of three official languages in municipal documents; 
 
(ii) the provision of interpreting services during the council processing meetings; 
 
(iii) translation of notices and circulars of NMMM  documents; 
 
(iv) communication between the municipality and its clients; and 
 
(v) communication between ward councillors and their communities.  
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In particular, the use of interviews in this study was strategic, because it allowed the 
asking of additional questions, some that had not been anticipated at the beginning of 
the interview. Residents and municipal officials interviewed were asked additional 
questions to gain clarity regarding the original question asked, particularly in cases 
where the respondent raised issues that still needed to be tackled. These types of 
interviews provided opportunities for further probing of the views and opinions of the 
respondents. 
 
The municipal officials were interviewed to gather information about their experiences, 
opinions and challenges with regard to language usage in the municipal offices, 
customer-care centres and help desks. These interviews were conducted to gain an 
understanding of what the challenges of implementing the language policies of the 
municipality presented, and how these challenges affected public community 
participation and the provision of service delivery to residents. During the interviews, 
the discussions were guided to retain the focus and to obtain detailed answers to the 
planned questions, the purpose being to avoid leaving out important information. 
 
3.7.3. Document analysis 
  
Document analysis is a form of qualitative research in which documents are 
interpreted by the researcher to give voice and meaning around an assessment of the 
issue. The documents were analysed to determine specific language policy 
implementation challenges. Payne and Payne (2004: 61) describe the documentary 
method as a technique used to categorise, investigate, interpret and identify the 
limitations of physical sources. Documents were scrutinised to verify to what extent 
the municipality had followed the guidelines of its language policy and implementation 
programmes. Documents analysed included minutes of the executive council 
meetings, annual reports and the integrated development plans of the municipality.  
 
3.7.4. Observation  
 
Observation is another method or device for collecting qualitative data. The objective 
of the observation is to collect data in a natural setting. According to Gillham (2000: 
55) observation entails watching what people do, listening to what they say and 
sometimes asking them to clarify what they have said. The researcher had to observe 
how the municipal councillors used languages to interact with communities and a 
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video recorder was used to record these proceedings. The researcher was a 
participant observer in two community meetings where the issues of the building of 
Reconstruction and Development Plan (RDP) houses in Missionvale were discussed.  
 
3.8. CHALLENGES OF DATA COLLECTION 
 
The study used data-collection techniques, such as voice recording and note-taking 
during interviews. Voice recording was used for the collection of data, while making 
notes was used only in instances where interviewees did not feel comfortable with 
being voice-recorded (especially during the interviews with officials and councillors of 
the municipality). A technologically advanced voice recorder that uses a software disc 
rather than regular cassettes or discs was used to record the interviews. These 
recordings were later transcribed and analysed as research data or information. 
 
3.9. DATA AND INTERPRETATION ANALYSIS 
 
Data analysis is a process of extracting useful information from the given data series 
that will allow one to observe patterns and formulate explanations in trying to unlock 
the hypothetical problems of the research. According to Huberman, Matthew and 
Miles (2002: 309) data analysis follows the collection of information and precedes its 
interpretation and application.  
 
Data was collected and analysed to identify and explore the problems of the 
implementation of the language policy by the municipality. This process of data 
analysis and interpretation involved classifying, coding, and tabulating the information 
which require performing quantitative or qualitative analyses in accordance with the 
research design.  Data analysis includes the tasks of defining, categorising, theorising, 
explaining and mapping the research data. According to Yin (1984:  99) data analysis 
consists of “examining, categorizing, tabulating or otherwise re-combining the 
evidence, to address the initial propositions of a study”.  
 
Data analysis in this study was conducted according to the type of data available in 
the municipality. Qualitative analysis techniques were used for assessing the data 
derived from questionnaires, interviews, documents and observations of meeting 
feedback. The questionnaires were structured in such a way that the level of language 
policy implementation in specific sections of the municipality could be assessed and 
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displayed comparatively. The interview session with the officials from customer 
centres involved specific queries regarding the framework of their duties. This was to 
identify existing gaps in language policy implementation, and in addressing 
weaknesses or challenges related to language policy implementation activities in the 
municipality. Information was drawn from various academic publications, including 
journal articles, and participant observation and information from public participation 
and language practitioners. 
 
Bailey (2008: 127) describes transcribing as ‘verbatim transcription’, which is the task 
of transcribing the interviews entailed representing audible captured talk in written 
words; word for word. Transcription is a translation between forms of data, but most 
commonly refers to the conversion of audio recordings to written text (Bailey 2008: 
127). It is a process of reproducing spoken words, such as those from an audio taped 
interview into written text.  
 
  Transcriptions of data were coded to capture features of the interviews. This involved 
listening to the recorded interview data repeatedly and carefully, listening to ensure the 
accurate transcribing of data. The advanced digital voice recorder used for the data 
collection assisted this exercise greatly and all recorded data was transcribed in the 
languages spoken by the interviewer and the respondents. However the translation of 
IsiXhosa and Afrikaans to English was done by the researcher, with assistance from 
Afrikaans colleague.  
The interview data collected in this study consists of two data sets, namely data from the 
municipality’s officials and data from residents. The interview data was analysed by 
identifying and coding frequencies of responses, similarities and differences. Each of the 
respondents was allocated a unique identity number to keep their identity anonymous. For 
instance, resident 1, resident 2, and so on was used for residents, numbering them 
consecutively from 01 to 50, which were then identified, classified and interpreted. During 
the interpretation of the data certain patterns or trends were identified, which proved 
valuable in formulating recommendations for language policy implementation strategies by 
the municipality. 
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3.10. ETHICAL CONSIDERATIONS 
 
Whilst data collection was central to the success of this study, adhering to ethics was 
also of paramount importance, that is, to do what is morally and legally right in 
conducting the research. Therefore, data collection was preceded by the request for 
permission from the relevant municipal authority to proceed with the research. The 
researcher needed to be knowledgeable about the ethical considerations of the 
research and its possible effect on the respondents. The maintenance of ethical 
standards promotes the objectives of research, such as the search for knowledge and 
truth, and the avoidance of mistakes. Resnik (2011: 1) emphasises that every effort 
should be to be made to maintain ethical standards while conducting the research. 
Ethical norms help to ensure that researchers can be held accountable to the public. 
Researchers should take precautions against fabricating, falsifying, or misrepresenting 
research data. Rather, they are mandated to promote the truth and thus prevent the 
possibility of recurring errors. Furthermore, researchers are tasked to promote ethical 
standards and values that are significant to research work, such as trust, 
accountability, mutual respect and fairness.  
 
To meet ethical objectives of this study, there were things that needed to be explained 
to the participants. The respondents were made aware that the research was 
conducted for academic purposes and provided with reasons for the importance of 
their participation. They were assured that the information would be used for the 
purpose of this research only and made available to them if they so requested. They 
were informed of the measures that would be taken to protect the confidentiality and 
anonymity of the respondents. The researcher requested permission from the 
respondents to record the proceedings of interviews and to take notes. 
 
 According to Trochim (2011: 32) ethics also entails that participation be voluntary, 
and that people must not be coerced into agreeing to be interviewed. It is for this 
reason that the researcher personally conducted the interviews and explained to the 
respondents that their participation in the research was free and voluntary and that 
they could withdraw from the interview at any time if they wished to do so. Resnik 
(2011: 1) also emphasises that adherence to ethical norms assists in building public 
support for research and promotes a variety of moral and social values, such as social 
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responsibility, human rights, and animal welfare, compliance with the law and health 
and safety. 
 
The researcher made every effort to remain objective at all times during the research 
period and never attempted to persuade the officials or the community members to 
support or to adopt his viewpoints. The data were quantified and interpreted in an 
objective manner by means of statistical analysis. 
 
3.11. VALIDITY AND RELIABILITY 
 
These are two most important and fundamental characteristics of any measurement 
procedure. According to Watling (in Winter, 2000: 7) “reliability and validity are tools of 
an essentially positivist epistemology.” These two tools assist to determine the degree 
to which a researcher accurately reflects on or assesses the specific items that were 
researched. 
 
Various research methodologies were used and by means of triangulation and cross 
verification data were validated. This methodological triangulation consisted of the use 
of more than one method in the investigation of the research question. This enhances 
confidence in the validity of the ensuing research findings. In this study, data 
triangulation was used, which encompassed the gathering of information by means of 
various different sampling methods, so that slices of data at different times and social 
situations, as well as from a variety of respondents, were gathered. Different methods 
such as observations, interviews and questionnaires were used as tools to get 
language policy implementation information from residents and officials of NMMM.  
 
3.12. METHODOLOGICAL CHALLENGES 
 
Few challenges were encountered while doing the research. The most common 
challenge was participants who failed to honour appointments or times agreed on. 
While appointment times were set for a certain day and time, some officials postponed 
or cancelled at the last minute and the interview had to be rescheduled. The presence 
of the voice recorder also proved a challenge during the interviews. Some of the 
respondents felt uneasy and uncomfortable with the use of the voice recorder. 
Although efforts were made to set the interviewees at ease, it remained an issue 
throughout. As a result some recordings did not take place, with some municipal 
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employees refusing to be recorded. These participants had to be replaced by others 
who were more approachable and willing to participate. 
 
3.13. LIMITATIONS OF THE STUDY 
 
The study was limited to certain sectors of the municipality and other sectors, for 
instance including those sectors which do not discharge responsibilities or public 
services, were not included. Few community-based organisations in Missionvale and 
KwaZakhele were consulted during the investigations. The research was underpinned 
by universal norms and standards regarding language policy and the findings may not 
be generalizable to the broader South African context. The findings and 
recommendations of this research are therefore only applicable to the NMMM 
language policy.  
 
3.14. SUMMARY  
 
The intention of this chapter was to describe the research methodology of the study, 
explain the sample section, describe the procedure used in designing the tools of 
collecting the data, and provide an explanation of the statistical procedures used to 
analyse the data. 
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CHAPTER FOUR 
 
DATA ANALYSIS AND FINDINGS  
 
4.1. INTRODUCTION 
 
In this chapter the results of the data analysis are presented. The data were 
collected and then processed in response to the problems posed in chapter one of 
the study. Various data collection tools such as questionnaires, interviews, 
observations and document analysis were used in this study and were carefully 
analysed to ensure the data gathered were presented clearly with the aid of tables, 
percentages and pie charts. 
 
The overall purpose of this study was to determine to what extent language policy 
implementation programmes of the NMMM could assist to enhance community 
participation. 
 
4.2. RESPONSE RATES FROM RESIDENTS OF the NMMM  
 
Questionnaires were circulated to 25 residents who had lived in the designated 
areas for more than five years. They were asked questions regarding the use of the  
three official languages recognised by the NMMM. The request to participate in 
completing the questionnaire also mentioned the expected date of return. The 
researcher contacted all those residents who had not responded by the set deadline, 
who then duly responded and submitted their questionnaires. All questionnaires 
were returned to the researcher. Tables are commonly used, as well as graphical 
and numerical methods. 
 
In this chapter, the biographical and background information of respondents is 
presented and analysed in order to see how the attributes of respondents influenced 
their behaviour and answers to the questions. The profile of the respondents is 
looked at in terms of occupation, gender, educational attainment and length of stay 
in the area. 
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4.2.1. Distribution of residents across the NMMM 
 
The table below indicates that the questionnaires were distributed to the residents of 
the Nelson Mandela Metropolitan Municipality having resided in the following areas 
for more than five years: 
 
Table 4.1: Frequency distribution of residents 
Areas Number of  residents Percentages 
KwaZakhele 5 20% 
Soweto 4 16% 
KwaMagxaki 4 16% 
Missionvale 5 20% 
Korsten 4 16% 
Rowallan Park 3 12% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.1 above illustrates the distribution of respondents in the designated areas. It 
shows that out of 25 residents who participated in the study, 5 (20%) were from the 
KwaZakhele area, 4 (16%) were from Soweto, 4 (16%) were from KwaMagxaki, 5 
(20%) were from Missionvale, 4 (16%) were from Korsten and 3 (12%) were from 
Rowallan Park. The responses were received from residents who had resided in these 
areas for more than five years and they represent a fair sample of language users 
situated across the entire area under the jurisdiction of the NMMM. The reason for this 
distribution was to gauge the views of a representative sample of residents distributed 
across the NMMM. The results indicate that the majority of respondents should be 
knowledgeable enough about the situation in and around their areas and within their 
municipality, especially in terms of its service delivery with regard to language policy 
implementation.  
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4.2.2. Analysis of gender distribution 
 
To ensure gender equality in this research and to produce better quality results, equal 
consideration was given to distribution of both women and men. Since gender is a 
fundamental organizing feature of a community, recognizing these differences has 
significant implications for this study. The following pie chart shows the frequency 
distribution of the gender of residents of the NMMM who participated in the research.  
 
Figure 4.1: Gender distribution 
 
Source: Findings were obtained from the analysis of the survey responses. 
Figure 4.1 above shows the gender distribution of respondents who participated in the 
study. Out of 25 residents 13 (52%) of the respondents were females and 12 (48%) 
were males. It is important to identify the gender of respondents in order to make 
well-informed findings.  
4.2.3. Responses by qualifications 
 
The study looks at education as an integrative force in the community by 
communicating values that unite different sections of the community, provide 
essential knowledge, social skills and values of the wider community, and play a 
primary role in the community without which it cannot flourish. The research sees 
qualifications as a determining element for the civilization of the community. The 
following pie chart shows the qualifications distribution of residents of the NMMM 
who participated in the research.  
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 Figure 4.2: Highest qualification distribution  
 
Source: Findings were obtained from the analysis of the survey responses. 
Figure 4.2 above shows the highest level of education of respondents who 
participated in the study. Respondents were asked to provide their highest level of 
educational attainment, and the results show that 11 (44%)  of the respondents, the 
majority, had only primary school qualifications, 10 (40%)  respondents  had attained 
high school qualifications, and only 4 (16%) of the respondents had attained university 
or college qualifications. Though not central to the study, the data provided above 
assisted with the contextualization of the findings and the formulation of appropriate 
recommendations. 
4.2.4. Responses by population group 
 
The following diagram shows the population racial group affiliation of the respondents 
as residents of the NMMM. 
 
Figure 4.3: Population group distribution  
Source:  Findings were obtained from the analysis of the survey responses. 
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Figure 4.3 above shows that 14 (56%) respondents were African and isiXhosa 
speaking, followed by 7 (28%) respondents from coloured community (Afrikaans-
speaking and 4 (16%) white respondents (English speaking). The official languages of 
the NMMM were thus represented in a more or less appropriate ratio.  
4.3. ANALYSIS AND INTERPRETATION OF THE RESULTS 
 
Having presented the biographical information of the respondents to the 
questionnaires, the study now focuses on the empirical outcomes and analysis of the 
study. 
 
4.3.1. Does the Nelson Mandela Metropolitan Municipality have a language 
policy? 
The table below shows the respondents’ understanding of the language policy of the 
Nelson Mandela Metropolitan Municipality. 
Table 4.2: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 3 12% 
No 18 72% 
Uncertain 4 16% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
  Table 4.2 above indicates that out of 25 respondents, 18 (72%) indicated that they had 
no knowledge of the municipality’s language policy or what it entails and how the policy 
would serve them in accessing municipal services. Only 3 (12%) of the respondents 
indicated that they had an idea of the language policy, and 4 (16%) of the respondents 
were uncertain of whether the municipality had a language policy or not. These results 
indicate that the majority of respondents had no idea that a municipal language policy 
had been put in place or how it was intended to enhance communication within the 
community.  
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4.3.2. Are there any Language policy implementation programmes that 
encourage communities to participate in the governance of the 
Municipality? 
Table 4.3: below gives an insight into how aware respondents (residents) were about 
the language policy implementation programmes of the Nelson Mandela 
Metropolitan Municipality. 
Table 4. 3: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 20 80% 
Uncertain 5 20% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.3 shows that out of 25 respondents who completed the questionnaires, 20 
(80%) of the respondents indicated that they were unaware of any language policy 
implementation programmes on which the municipality had embarked, and 5 (20%) 
indicated that they were uncertain of the programmes related to language policy 
implementation. This may indicate that the programmes are not considered a priority 
by the municipal officials, or that there might be a shortage of funds to implement such 
programmes, or that information about the existence of such programmes are not 
being disseminated. 
 
4.3.3. Are you aware of any language awareness programmes in the 
municipality? 
The table below gives an insight into respondents’ awareness of language policy 
implementation programmes of the municipality 
Table 4.4: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 23 92% 
Uncertain 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.3 above indicates that out of 25 respondents who completed the 
questionnaires, 23 (92%) respondents indicated that they were unaware of any 
language awareness programmes or campaigns in their community projects or at 
community centres or municipal offices, while 2 (8%) respondents reported that they 
were uncertain about the existence of language policy implementation programmes in 
their community. However, 23 (92%) of the respondents, highlighted that language 
policy implementation programmes and language awareness programmes are 
essential so that residents can communicate effectively with the municipality and to 
have the people served in their language of choice. 
 
4.3.4. In which languages do you mostly receive your mail or your statements 
of account from the municipality? 
The table below gives an insight into the language in which respondents most often 
receive their mail and statements of account from the municipality.  
Table 4.5:  Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 25 100% 
No 0 0% 
Uncertain 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.5 above shows that all 25 respondents (100%) received their mail or 
statements of account in English only.  
 
4.3.5. In which language do you wish to receive your mail and statements of 
account? 
The table below illustrates the language in which respondents would like to receive 
their mail and statements of account from the municipality. 
Table 4.6: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
English 6 24% 
IsiXhosa 13 52% 
Afrikaans 6 24% 
Other 0 0% 
Total 25 100% 
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Source: Findings were obtained from the analysis of the survey responses. 
Table 4.6 above illustrates that 13 (52%) respondents indicated that they would prefer 
receiving their correspondence in IsiXhosa, 6 (24%)  indicated that they would like to 
continue receiving their correspondence in English, while the remaining 6 (24%) 
indicated that they would prefer to receive correspondence from the municipality in 
Afrikaans. 
 
4.3.6. Do you think it is fair if the municipality conducted its affairs in all official 
languages of the municipality? 
The table below provides data pertaining to whether it would be considered fair if the 
municipality conducted its affairs in the languages that would accommodate every 
member of the community and consequently encourage them to participate in the 
affairs of the municipality. 
Table 4.7: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 22 88% 
No 0 0% 
Uncertain 3 12% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.7 above shows that 22 (88%) of the respondents strongly believed that if the 
municipality wanted to conduct its affairs pertaining to community members in a fair 
manner, all three official languages of the municipality should be used equitably. Only 
3 (12%) respondents indicated that they were uncertain whether it would be fair 
practice if the municipality used all three official languages (i.e. IsiXhosa, English and 
Afrikaans) equitably when conducting its affairs.  
 
4.3.7. In which language would like to receive your correspondence? 
The table below illustrates the preferred language in which residents would like to 
receive their correspondence.  
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Table 4.8: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Home Language 0 0% 
English 8 32% 
IsiXhosa 13 52% 
Afrikaans 4 16% 
Other 0 100% 
Total 25  
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.8 above illustrates that 13 (52%) respondents indicated that residents who 
were African speakers preferred to receive their correspondence or services rendered 
in their home language, namely IsiXhosa; 8 (32%) preferred to receive their 
correspondence and service delivery in English, while 4 (16%) respondents  indicated 
that they would prefer to receive their correspondence and service delivery in 
Afrikaans. Thus the majority of residents indicated that they would be happy if they 
could be served in their own language. 
 
4.3.8. Do you think the NMMM recognises the people’s language choice in 
service delivery? 
The table below shows whether the NMMM recognised the people’s choice of 
language when rendering services to the community.  
Table 4.9: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 2 8% 
No 21 84% 
Uncertain 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.9 above illustrates that out of 25 respondents, 21 (84%) strongly believed that 
the NMMM does not recognize the people's language of choice in their service delivery 
operations; a mere 2 (8%) of the respondents believed that the municipality does 
recognize the people’s language of choice in their service delivery, while another 2 (8%) 
respondents were uncertain whether the municipality did indeed recognize all the official 
languages when rendering their services to the communities.  
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4.3.9. Which are the departments or places where you wish to have all three 
official languages used in service delivery? 
The table below illustrates how respondents felt about certain departments within the 
municipality that were supposed to use all three official languages of the municipality 
when rendering services to the community. 
Table 4.10: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Human Settlements 1 4% 
Customer Care 11 44% 
Debtor Management 9 36% 
Communication 1 4% 
Corporate Services 3 12% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.10 above shows that 11 (44%) of the respondents   were of the opinion that all 
three official languages of the municipality should be used in the Customer Care 
Centre where all services are organized; 9 (36%) of respondents indicated that all 
three official languages should be used in the Debtor Management Section, because 
many residents often visited this municipal section because they need their accounts 
and issues pertaining to these accounts explained to them. 
 
Out of 25 of respondents, 3 (12%)  indicated that all three official languages should be 
used in the Corporate Services section to assist the community, while 1 (4%)   
respondent believed that all three official languages should be used in the Department 
of Human Settlements, because this department deals directly with communities who 
will from time to time need interpreting services from the municipality, and 1 (4%) 
respondent indicated that it was very important for the Communication Section to 
apply all three official languages for translation of documents.  
 
4.3.10. Is the language policy being implemented in all community centres? 
The table below is a reflection of the responses to the question dealing with whether 
the language policy has been implemented in all community centres of the NMMM. 
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Table 4.11: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 13 52% 
Uncertain 12 48% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.11 above illustrates that 13 (52%) respondents indicated that there was no 
language policy implementation in the community centres of the municipality, while 12 
(48%) were uncertain about the implementation of the language policy in community 
centres of the NMMM. This indicates that the municipality had not visibly implemented 
any significant language policy programmes to address the daily queries on issues 
related to services in a language other than English. 
 
4.3.11. What are the challenges of receiving your service delivery in only one 
language, namely English? 
The table below provides insight into the challenges of rendering services in only one 
language, namely English, instead of offering services in all three official languages of 
the municipality. 
 
Table 4.12: Frequency distribution 
RESPONSE FREQUNCY PERCENTAGE 
Political will 7 28% 
Budget constraints 13 52% 
Lack of capacity 3 12% 
Lack of training 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.12 above shows that  13 (52%) respondents indicated that budget constraints 
could be one of the main challenges that hinder the rendering of services in all three 
official languages; 7 (28%)  believed that the Municipal Executive Council (political 
principals) were not supporting the programmes for language policy implementation, 
while 3 (12%)  believed that the municipality was lacking capacity, which means that 
they did not have enough human resources to execute their programmes, or lacked 
professional language practitioners to compile language planning programmes for the 
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municipality. Only 2 (8%) respondents indicated that the municipality was lacking 
training programmes for officials and councillors. 
4.3.12. Do you think the use of only one language, English, would encourage 
communities to participate in the governance of the municipality if all 
official languages of the municipality are not used? 
The table below is a reflection of responses to the question on whether the 
municipality, if using English only when conducting its affairs, would encourage the 
community to participate in the governance of the municipality. 
 
Table 4.13:   Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 24 96% 
Uncertain 1 4% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.13 shows that 24 (96%) respondents feel that by using English as the only 
language and neglecting the other two official languages, the NMMM would not 
encourage communities to participate in the governance of the municipality. Only 1 
(4%) respondent was uncertain about the use of all official languages in enhancing the 
participation of communities in the municipal activities. 
 
4.3.13. Do you think officials and ward councillors of the municipality should 
have the necessary language skills to be effectively communicating with 
its residents? 
The table below gives an indication of the extent to which respondents are of the 
opinion that officials and councillors should have the necessary language skills to be 
effective in their jobs.  
 
Table 4.14: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 20 80% 
No 0 0% 
Uncertain 5 20% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.13 above shows that 20 (80%) respondents indicated that officials and ward 
councillors of the municipality should have the necessary language skills if they 
wanted to be effective in their jobs. Five (20%) respondents were uncertain about the 
need for officials and councillors to have specific language skills in order to be 
effective in their jobs. 
 
4.3.14. Which language is usually used by ward councillors when conducting 
meetings with communities? 
This table below gives an indication of the language most often used by ward 
councillors during their meetings with communities.  
 
Table 4.15: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
English 25 100% 
IsiXhosa 0 0% 
Afrikaans 0 0% 
Other 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.15 above shows that 25 (100%) respondents indicated that ward councillors 
use only English when conducting meetings with communities. 
 
4.3.15. Is there any need for the use of official languages to encourage people 
to participate in all activities of the municipality? 
The table below gives an indication of whether there is any need for the use of other 
official languages to enhance community participation with regard to the governance 
of the municipality. 
 
Table 4. 16: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 21 84% 
No 0 0% 
Uncertain 4 16% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.16 above illustrates that 21( 84%) respondents feel that there was a need for 
the use of other official languages to enhance community participation in all the 
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projects of the municipality, while only 4 (16%)  respondents were uncertain whether 
the use of all three official languages could actually encourage communities to 
participate more in the governance of the municipality. 
4.4. QUESTIONNAIRE REPONSES FROM OFFICIALS 
 
In this section, the biographical and background information of officials is presented 
and analysed in order to see how these attributes influenced the behaviour and 
responses to the questions. The profile of the officials is looked at in terms of 
occupation, gender, educational attainment and length of stay in the organization. 
 
Figure 4.17: shows the occupational distribution of NMMM officials. 
 
Table 4.17: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
5 – 10 years 12 48% 
11 – 15 years 4 16% 
16 – 20 years 4 16% 
20 or more years 5 20% 
Total 25 100% 
  Source: Findings were obtained from the analysis of the survey responses 
  
Table 4.17 above illustrates the distribution of respondents in terms years of their 
services within municipality. Twelve (48%) respondents indicated 5 – 10 years of 
service, 4 (16%), 11- 15 years, 4 (16%) 16-20 years and 5 had 20 or more years. This 
indicates that it would be reasonable to assume that these officials are knowledgeable 
enough about the municipality’s affairs, especially in terms of its service delivery to 
communities.  
4.4.1. Analysis of gender distribution 
 
To ensure gender equality in this research and to produce better quality results, equal 
consideration was given to the needs and interests of both women and men. Since 
gender is a fundamental organizing feature of a community, recognizing these 
differences has significant implications for this study. The following pie chart shows 
the frequency distribution of the gender of the officials of the NMMM who participated 
in the research. 
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  Figure 4.4: Gender distribution 
 
Source: Findings were obtained from the analysis of the survey responses. 
Figure 4.6 above shows that 13 (56%) respondents were female and 12 (44%) were 
males. It is important to identify the gender of respondents in order to make well-
informed findings.  
4.4.2. Responses by qualifications 
 
  The study looks at qualifications as an integrative force in the municipality for 
communicating values that unite the different workforces within the organisation and 
provide essential knowledge, skills and values of the organisation. The research sees 
qualifications as a determining element of knowledge about the organisation. The 
following pie chart shows the qualification distribution of officials of the NMMM who 
participated in the research.  
 
Figure 4.5: Highest qualification distribution 
 
Source: Findings were obtained from the analysis of the survey responses. 
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Figure 4.5 above shows the highest level of education of respondents who 
participated in the study. Officials were asked to provide their highest level of 
educational attainment, and the results show that 11 (64%) of respondents only had 
primary school qualifications, 10 (32%) of respondents had attained high school 
qualifications, and 16 (32%) had attained university or college qualifications. Though 
not central to the study, the personal data assisted to contextualize the findings and to 
formulate appropriate recommendations. 
 
4.4.3. Responses by population group 
 
The following diagram shows the race distribution of Nelson Mandela Metropolitan 
Municipality officials who participated in the research. 
 
Figure 4.6: Race group distribution 
 
Source: Findings were obtained from the analysis of the survey responses. 
Figure 4.6 above indicates that 14 respondents (52%) were African, followed by 7 
(24%) that identified themselves as belonging to the coloured group, and 7 (24%) 
were whites. Not all the race groups were involved, but the respondents do broadly 
represent the three official languages used in the NMMM service area.  
 
4.4.4. Responses by length of service 
 
The table below shows the length of service of municipal officials who participated in 
the study. 
 
Table 4.18: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
0-5 years 3 12% 
6-10 years 6 24% 
10 – 20 years 10 40% 
More than 20 years 6 24% 
Black
14
Coloured
7
White
Other
4 Indian
0%
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Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.18 above indicates that 3 (12%) of the respondents had been in the service of 
the municipality for 5 years, 6 (24%) of the officials had been in the service for 6 to 10 
years, 6 (24%) of the officials indicated 10 - 20 years' service, while 10 (40%) of 
officials indicated that they had more than 20 years’ service with municipality. 
 
4.5. Does the Nelson Mandela Metropolitan Municipality have a language                        
policy?     
The table below shows the responses by officials when asked about their awareness 
of a language policy by the Nelson Mandela Metropolitan Municipality. 
Table 4. 19: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 4 16% 
No 19 76% 
Uncertain 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.19 above indicates that 19 (76%) respondents did not have any knowledge of 
the municipality’s language policy; 4 (16%) respondents knew of the municipality's 
language policy, while 2 (8%) were uncertain as to whether the municipality had a 
language policy or not. This shows that the majority of officials were unaware that the 
municipality had a language policy.  
 
4.6.   Is the language policy implemented at all the municipality community 
centres? 
The table below illustrates officials' responses when asked whether they were aware 
of a language policy being implemented in all community centres of the NMMM. 
Table 4.20: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 1 4% 
No 16 64% 
Uncertain 8 32% 
Total  100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.20 above indicates that 16 (64%) respondents were of the opinion that they 
were unaware of a language policy being implemented in the community centres of 
the municipality. Only 1 (4%) indicated that a language policy was being implemented, 
while 8 (32%) officials were uncertain about the implementation of a language policy 
in community centres.  
 
4.6.1. Do you have knowledge of the use of official languages in the NMMM? 
The table below shows the responses from officials when asked about their 
knowledge about the use of official languages.  
 
Table 4.21: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 4 16% 
No 21 84% 
Uncertain 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.21 above indicates that 21 (84%) officials did not know anything about the use 
of official languages (or a policy to the effect) by the municipality, while 4 (16%) 
indicated that they did know about the use of official languages. This is an indication 
that a very large number of officials of the municipality do not bear any knowledge of 
the use of official languages (or a policy around their use).  
4.6.2. Are you aware of any language awareness programmes run by the 
NMMM? 
The table below indicates the level of officials' awareness of language awareness 
programmes run by the municipality. 
Table 4.22: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 21 84% 
Uncertain 4 16% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.22 above indicates that 21 (21%) respondents were unaware of any language 
implementation awareness programmes run by the NMMM in their community, while 4 
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(16%) officials indicated that they were uncertain about the existence of such 
language awareness programmes.  
 
4.6.3. Does the language policy include a policy awareness programme that 
encourages community participation? 
The table below shows officials' responses when asked whether a language policy 
awareness programme would encourage community participation in activities of the 
municipality.  
Table 4.23: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 3 12% 
No 6 24% 
Uncertain 16 64% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.23 above illustrates that 6 (24%) respondents were of the opinion that an 
NMMM language awareness programme wouldn’t necessarily encourage community 
participation, while 3 (12%) officials believed that the municipality did have a language 
awareness programme that could encourage community participation in the affairs of 
the municipality.  16 (64%) respondents, by far the majority. were uncertain whether 
the municipality had implemented a language awareness programme that encouraged 
community participation in municipality affairs. 
 
4.6.4. Which language is mostly used for communication in the municipality? 
The table below provides information on officials' responses to the question on which 
language was mostly use for communication in the municipality. 
Table 4.24: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
English 25 100% 
IsiXhosa 0 0% 
Afrikaans 0 0% 
Other 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.24 above indicates that 25 (100%) respondents strongly emphasised that the 
municipality used English to communicate or conduct its business. 
  
4.6.5. In which language do you think residents would want to receive their 
statements of account and any other correspondence? 
The table below illustrates the response of NMMM officials to the question in which 
language residents would like to receive their mail, statements of account or other 
correspondence from the municipality. 
Table 4.25: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Home Language 9 36% 
English 5 20% 
IsiXhosa 6 24% 
Afrikaans 5 20% 
Other 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.25 above shows that 9 (36%) of the municipal officials indicated that residents 
would prefer services rendered in their home language.  6 (24%)  indicated that 
residents would prefer receiving their correspondence in IsiXhosa, 5 (20%)  indicated 
that residents  would like to continue receiving these services in English, while another 
6 (20%) respondents indicated that residents would prefer to receive municipal 
correspondence in Afrikaans. 
 
4.6.6. Do you think it is fair that the municipality conducts its affairs in all three 
official languages of the region? 
The table below indicates whether NMMM officials considered it fair if the municipality 
should conduct its affairs in all three languages of the region.  
Table 4.26: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 25 100% 
No 0 0% 
Uncertain 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.26 above shows that 25 (100%) respondents strongly emphasised that if the 
municipality wanted to be fair in conducting its business with the community, all three 
official languages of the municipality should be used equitably.  
 
4.6.7. Do all the officials of the municipality have the necessary language skills 
to effectively communicate with residents in the official languages? 
The table below indicates officials' responses to the issue of whether they had the 
necessary language skills to effectively communicate with clients of the municipality.  
 
Table 4. 27: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 15 60% 
Uncertain 10 40% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.27 above indicates that 15 (60%) respondents believed that officials of the 
municipality should have the necessary language skills to execute their work or to 
communicate with residents, while 10 (40%) of respondents were uncertain as to 
whether officials needed any specific language skills to be effective in the execution of 
their duties. 
 
4.6.8. In which departments or places would you like all official languages to be 
used in service delivery? 
 
The table below illustrates officials’ perception regarding the use of all three official 
languages by certain departments that are supposed to use all three official languages 
of the municipality when serving the public community. 
 
Table 4. 28: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Human Settlements 4 16% 
Customer Care 15 60% 
Debtor Management 4 16% 
Communication 0 0% 
Corporative Services 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.28 above shows that 15 (60%) respondents were of the opinion that the 
Customer Care section should be using all three official languages of the municipality 
when dealing with residents. Four (16%) respondents indicated that all three official 
languages should be used in the Debtor Management Section because this was the 
section most often visited by residents when they needed issues pertaining to their 
accounts explained. Another 4 (16%) respondents believed that all three official 
languages should be used in the Human Settlements Section to assist the community, 
while 2 (8%) respondents believed that all three official languages should be used in 
the Corporate Services Section that from time to time deals directly with communities 
regarding community services.  
 
4.6.9. Do you think the NMMM recognises people’s language of choice in 
service delivery? 
The table below shows how officials responded to the issue of whether the NMMM 
recognised people’s choice of language when rendering services to the community. 
 
Table 4. 29: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 3 12% 
No 21 84% 
Uncertain 1 4% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.29 above illustrates that 21 (84%) respondents strongly believed that the 
NMMM did not give recognition to the people's language of choice in their service 
delivery, and as a result, it did not encourage people to participate in the affairs of the 
municipality. Only 3 (12%) officials believed that the municipality recognised people’s 
language of choice in their service delivery, while 1 (4%) was uncertain as to whether 
the municipality recognized the use of official languages when rendering a service to 
the communities. 
 
4.6.10. What are the challenges hindering the rendering of services in all these 
official languages?  
 
The table below illustrates how officials responded to the challenges that hinder the 
rendering of services in the NMMM. 
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Table 4. 30: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Political will of the Executive 
Council 
3 12% 
Budget constraints 13 52% 
Lack of capacity 7 28% 
Lack of training 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.30 above indicates 13 (52%) officials were of the opinion that budget 
constraints could be one of the main challenges which hindered the rendering of 
services in all three official languages, while 7 (28%) respondents believed that there 
was a lack of human capacity in executing their programmes, or a shortage of 
professional language practitioners to compile language planning programmes for the 
municipality.  Three (12%) of respondents believed that the municipality’s Executive 
Council (political principals of the municipality) did not support the programme of 
language policy implementation. Another 2 (8%) respondents indicated that the 
municipality lacked language proficiency training programmes for its officials and 
councillors. 
 
4.6.11. Do you think it would encourage communities to participate in the 
governance of the municipality if all three official languages were used 
equitably?   
 
The table below highlights responses regarding the use of all the official languages in 
order to encourage the community to participate in the affairs of the municipality. 
 
Table 4.31: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 25 100% 
No 0 0% 
Uncertain 0 0% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
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Table 4.31 above illustrates that 25 (100%) respondents indicated that using all three 
official languages of the municipality would enhance community participation in the 
governance of the municipality.  
 
4.6.12. Do you think officials have the necessary language skills to 
communicate effectively with its residents? 
 
The table below gives an indication of officials' responses to the issue of whether they 
should have the necessary skills to communicate effectively with residents. 
 
Table 4.32: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 15 60% 
Uncertain 10 40% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.32 above indicates that 15 (60%) respondents believed that officials of the 
municipality did not have the necessary language skills to communicate effectively 
with communities in the language of their choice, while 10 (40%) respondents were 
uncertain about officials having sufficient language skills in order to communicate 
effectively with residents in the language of their choice. 
 
4.6.13.  Does a language unit exist and how does this unit operate? 
 
The table below shows respondents' responses regarding the question about the 
existence of an NMMM language unit and how it operates. 
 
Table 4.33: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 18 72% 
No 5 20% 
Uncertain 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.33 above indicates that 18 (72%) respondents knew about the language unit 
of the municipality, 5 (20%) of respondents were unaware of a language unit while 2 
(8%) respondents were uncertain about the unit. Not one of the respondents knew 
how such a unit operated or how it was supposed to operate. 
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4.6.14. To whom does the language unit report? 
 
The table below highlights respondents' answers to the question dealing with whom 
the language unit of the municipality should report to. 
 
Table  4.34: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 10 40% 
No 7 28% 
Uncertain 8 32% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.34 above shows that 10 (40%) respondents believed that the language unit of 
the municipality should report to the Communication Section of the municipality, 
7(28%) believed that the language unit should report to the Budget and Treasury 
Section, while 8 (32%) indicated that the language unit should report to Human 
Settlements. 
 
4.6.15. On what issues should the language unit report? 
 
The table below highlights answers to the question dealing with the issues on which 
the language unit of the municipality should be reporting. 
 
Table 4.35: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 6 24% 
No 8 32% 
Uncertain 11 44% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.35 above indicates that 11 (44%) respondents believed that the language unit 
should report on translation and interpreting services, 8 (32%) indicated that it must 
report on budgeting for translation, and 6 (24%) respondents indicated that it should 
report on translating, editing and proofreading. 
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4.6.16. Does the Language Unit have a budget for language policy 
implementation? 
 
The table below shows the results pertaining to the question of whether the language 
unit had an adequate budget for the implementation of the language policy. 
Table 4.36: Frequency distribution  
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 11 44% 
Uncertain 14 56% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
Table 4.36 above indicates that 11(44%) respondents believed that the language unit 
had no budget, while 14 (56%) respondents were uncertain as to whether the 
language unit had an adequate budget for language policy implementation 
programmes. 
4.7. INTERVIEW RESPONSES FROM RESIDENTS 
 
Interviews were arranged and conducted with 25 residents of the NMMM. Their 
participation in the interviews was voluntary. Everything that they needed to know was 
clarified for them before the interviews were undertaken. The objective of the 
scheduled interviews with residents was not only to collect information, but also to 
obtain additional views as to whether and how the role of language would motivate 
them or improve their socio-economic situation in the municipality.  
4.7.1. Residents’ knowledge of the NMMM language policy  
 
The table below provides insight to residents' knowledge of the language policy of the 
NMMM. 
 
Table  4. 37: Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 0 0% 
No 24 96% 
Uncertain 1 4% 
Total 25 100% 
Source: Results obtained from an analysis of the survey responses 
 
Table 4.37 above shows that 24 residents (96%) did not know about the existence of a 
language policy of NMMM. Residents who were interviewed voiced their frustration at 
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receiving their statements of account in English only, because many of them could not 
read or write, and were dependent on someone else to read these documents to 
them. No respondents replied in the affirmative to this question, and 1 (4%) 
respondent indicated that he/she was uncertain about the language policy of the 
municipality, what it entails and what its objectives were. It can thus be assumed that 
the majority of residents had no idea that the municipality had a language policy and 
how it was intended to enhance communication with the residents. 
4.7.2. INTERVIEW RESPONSES FROM OFFICIALS 
 
Interviews were arranged and conducted with 25 officials of the NMMM. These were 
voluntary, and participants were not compelled to participate in the interviews. 
Everything that they needed to know was clarified for them before interviews were 
undertaken. The objective of the scheduled interviews with them was to collect 
information regarding their knowledge of the use of official languages and how it could 
assist them in doing their job effectively when serving the community.  
4.7.2.1. Officials’ knowledge of the equitable use of the official languages  
 
The table below illustrates officials' knowledge about the language policy of the 
NMMM. 
 
Table 4. 38:  Frequency distribution 
RESPONSE FREQUENCY PERCENTAGE 
Yes 2 8% 
No 21 84% 
Uncertain 2 8% 
Total 25 100% 
Source: Findings were obtained from the analysis of the survey responses. 
 
Table  4.38 above shows that 21 (84%) of the officials interviewed indicated that they 
did not know whether the municipality used all three official languages equitably. Only 
2(8%) officials indicated that they had knowledge of the use of official languages in the 
NMMM, while another 2(8%) of officials were uncertain about the use of official 
languages by the municipality. Among the officials interviewed, the majority strongly 
believed that the municipality had not made any effort to encourage the equitable use of 
the official languages. 
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4.7.2.2. Awareness of language policy implementation programmes  
 
Figure 4.7: below gives an indication of respondents' responses to questions 
regarding their awareness of a language policy. 
 
 
Figure 4.7: Language awareness 
 
Source: Findings were obtained from the analysis of the survey responses. 
 
Figure 4.7 above shows that 16 (70%) interviewees indicated that they were not 
aware of any language policy implementation campaigns launched by the 
municipality, nor what these campaigns entailed or what they were intended to 
achieve. The respondents were unaware of language policy implementation 
awareness campaigns to recognise the communication needs of residents of the 
NMMM.  
 
From these interviews it appeared that respondents had never heard anything 
regarding language awareness campaigns. Some of the respondents highlighted the 
necessity of the language policy and planning as important to address language 
question and issues.  Five (20%) of the officials interviewed indicated that they knew 
about language programme awareness campaigns, while 4 (10%) indicated that they 
were uncertain about awareness campaigns regarding the language policy 
programmes of the municipality.  
4.7.2.3. Analysis of translations, notices and documents of the municipality 
 
Interviews were conducted with officials’ from the municipality’s Communication Section  
responsible for ensuring that all documents sent out to the public, communities or 
residents, were translated into the three official languages of the municipality. This 
includes the use of these languages in the notices of the municipality. To the 
4
16
5
Language awareness programmes 
Yes No Uncertain
82 
 
knowledge of the interviewees most of documents and public notices were never 
translated into all three official languages of the NMMM.  
 
 
 
Figure 4.8: Translation of documents 
 
Source: Findings were obtained from the analysis of the survey responses. 
 
 
Figure 4.8 above shows that 21 (87%) of the officials felt that most documents were not 
translated into the three official languages, and were disseminated to clients of the 
municipality in English only. The majority of respondents felt that if the municipality 
wanted to strengthen its transparency, all documents and notices should be distributed 
in the three official languages to enhance public participation in municipal affairs.  
 
The respondents who were interviewed highlighted that most of NMMM documents 
(such as annual reports), notices, circulars, monthly account statements, vacancies, 
tender invitations and outstanding account reminders were sent to residents in English. 
Although most of the clients of the municipality could not read or write English, they still 
received their correspondence in English. Residents who were interviewed also 
indicated that they received their correspondence in English only, and not in their home 
language or language of choice. Out of the 25 of those who were interviewed, only 
1(4%) respondent indicated that notices sometimes appeared in all official languages of 
the municipality, although this generally happened only if there was an event where 
senior officials were to address the community, and 3(12%) respondents were 
uncertain about whether the municipality had translations done and then sent these 
translated notices to the public. 
 
1
21
3
Translation of documents 
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4.8. Analysis of translation and editing of documents of the NMMM 
  
Table 4.39 shows the main objectives, the challenges and the achievements of the 
NMMM on language matters, as well as the extent to which they have been achieved 
over a period of five years after the draft of the language policy. 
Target  Challenge/ not achieved Achieved Reported  
To recognise 
the impact of 
broader issues 
such as 
communication 
for the 
successful 
implementation 
and eradication 
of backlogs 
 There has been a strategic 
focus in upgrading the 
communication system for 
customers 
 
 
 
 Reporting, for 
performance 
on specifics 
tasks 
Effective 
communication -
educating and 
informing 
customers in a 
language they 
understand 
 
 Promote multilingualism to 
ensure access to information 
and municipal services 
through all the languages of 
South Africa 
 
 Translating and editing of 
external City of NMMM 
forms, applications in line 
with the municipality’s 
Language Policy 
 
 Translate all other public 
documents (municipal 
regulations, adverts, by-laws, 
public forms, pamphlets, 
invitations, announcements, 
bids, contracts, media 
releases, etc.) 
 
 To ensure that all signage 
and marketing material 
appear in all three local 
official languages 
 
 Failed to establish an office 
(accessible to all citizens) to 
deal with enquiries and 
complaints of language and 
provide language support for 
  There are no 
programmes 
that plan to 
promote 
multilingualism 
in the 
municipality 
 
 Minimal 
translation and 
editing of 
documents due 
to lack of 
capacity 
 
 Not operational 
as community 
members are 
still receiving 
communication 
in English 
 
 Language 
policy is not yet 
implemented 
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people with linguistic 
disabilities 
 
 Improve the communication 
system for their customers 
 
 Facilitating communication in 
three official languages 
A duty is also 
placed on the 
local authorities 
to ensure that 
development 
policies and 
legislation are 
implemented 
Redesigning external 
communication in line with the 
Language Policy 
 Not all three 
official languages 
are used for 
external 
communication. 
Only English is 
used 
 
According to the above table, the municipality has not made sufficient efforts to improve 
communication with residents. Also, no achievements in the implementation of the 
language policy are reflected. The general lack of achievement in this regard suggests 
that language issues and the implementation of its Language Policy is not a priority to 
the NMMM.  
 
Annual reports of the NMMM are available in English only and not translated into all 
three official languages of the municipality as mandated by the policy. Furthermore, 
the municipality has not performed well in terms of redesigning external 
communication as reported in the above table. There simply is not enough reporting 
regarding language policy implementation. When analysing the annual report of the 
municipality it was found that it does not reflect the issue of language. Similarly, the 
Annual Report is silent on the other two languages which in terms of the Language 
Policy it is mandated to translate documents into. Of similar neglect is the mandate of 
the municipality to engage its communities in the languages of these communities. 
 
4.9. OBSERVATIONS OF MEETINGS AND DOCUMENTS ANALYSIS 
 
Participant observation is in some ways both the most natural and the most 
challenging of the qualitative data collection method. It was used to connect the 
researcher to the most basic of residents’ experiences and discover through 
immersion and participation how and why residents behave in a particular manner. 
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The focus of the observation was to examine the role of language and its use during 
meetings between officials and the community.  
 
It was observed that there are limits imposed by the community’s lack of fluency in 
English and the officials’ lack of fluency in the local languages. This caused significant 
constraints and jeopardized the effectiveness of participants’ (both residents and 
officials) communication and participation in meetings. It was also observed that 
people were not able to comprehend all issues being discussed or information relayed 
to them. This was evident in their consistently asking the same questions and 
sometimes requesting further clarity on issues. It is suggested that this 
misunderstanding is an indication that they do not understand the language used by 
the officials. On the other hand, officials may rely too heavily on the opinion of some 
residents who are able to communicate in English and also rely on the interpreting 
capabilities of those attending the meeting. 
 
Document analysis included the detailed scrutiny of documents in terms of their part in 
the language policy implementation. Payne and Payne (2004: 210) describe the 
documentary method as the techniques used to categorise, investigate, interpret, and 
identify the limitations of physical sources. Documents were analysed to check 
whether the municipality had followed the guidelines of its language policy and its 
implementation programmes. Other documents analysed were documents produced 
by the municipality, such as minutes of Executive Council meetings, annual reports 
and the integrated development plans of the municipality. These documents were 
analysed in terms of their availability in the official languages of the municipality and 
whether they reflected community participation.  
 
The documents were analysed in terms of the aims and objectives of this study, 
namely to determine whether language policy implementation had achieved it goals 
and also to identify challenges in implementation.  
 
4.10. FINDINGS ON CHALLENGES OF LANGUAGE POLICY IMPLEMENTATION 
 
Respondents highlighted different challenges regarding language policy 
implementation in the municipality. The major challenges that were highlighted by 
the respondents were negative attitudes towards the use of IsiXhosa and Afrikaans 
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by municipal officials. Furthermore, the lack of knowledge of the language policy of 
the municipality's residents, councillors and officials pointed to reasons for the lack of 
clear language policy implementation by the municipality and a lack of awareness of 
its programmes. 
 
The respondents are keenly aware of these challenges as they are concerned to see 
the benefits of the implementation of the language policy in the municipality. One 
main challenge mentioned by a language practitioner was the lack of financial 
commitment to language related matters, such as translation and interpreting 
services by the municipality, and the lack of human capacity. Another concern to the 
officials was the lack of mechanisms for monitoring the use of official languages in 
the municipality. Many respondents mentioned that they had no knowledge of any 
monitoring mechanisms by the municipality on language usage. Some respondents 
mentioned that monitoring exercises or a language audit should be conducted by the 
language unit or communication section of the municipality by going to the different 
offices and customer centres and evaluate how official languages are used.  
 
Some of the other challenges that were mentioned also included the lack of 
knowledge of the language policy and planning of the municipality by both residents 
and NMMM employees. This no doubt impacts on the lack of implementation of the 
language policy by employees, and a general lack of awareness of communities 
regarding the importance of using their own languages in communicating with the 
municipality.  
4.11. SUMMARY  
 
In this chapter, data analysis methods, study results and a discussion of the findings 
have been presented. Findings from this study have been found to be consistent with 
the findings of several related studies on language policy implementation. 
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CHAPTER FIVE 
 
RECOMMENDATIONS FOR LANGUAGE POLICY IMPLEMENTATION IN NMMM 
 
5.1. INTRODUCTION 
 
Chapter four analysed the findings emanating from the data collection from officials and 
residents of NMMM with regards to the language policy and the municipality’s 
intervention plans to implement this. In this chapter recommendations are made in line 
with the findings and the relevant trends evident from this consideration.  Overall, it was 
found that the language policy implementation lacked a uniform approach and 
standardised strategies to implement the language policy across all sectors of NMMM.  
 
5.2. RECOMMENDATIONS 
 
The following recommendations were made with regard to the language policy of the 
municipality. After taking into account the use of three official languages English, 
Afrikaans and isiXhosa by the communities residing in the municipal environment, it is 
recommended that the NMMM should follow the following strategic recommendations to 
be more effective in language policy implementation: 
 
5.2.1. Language unit 
 
It is essential that a language unit be established to manage the process of language 
policy implementation and to ensure the effectiveness of the strategic implementation 
plan of the language policy and its objectives, as well as providing advice on all 
language matters of the municipality. A NMMM language unit, operating through the 
communication section, should conduct regular language proficiency audits of its 
communication to highlight whether there are any unintended (positive or negative) 
effects from the language policy and its activities. Furthermore, the unit should 
determine the linguistic needs, as well the linguistic capabilities of officials and 
councillors in the organizational structures and pursue other appropriate methods to 
improve the language skills of the municipal officials and Councillors.  
 
The unit must make sure that translating and interpreting services are available so 
that residents and stakeholders can have equal access to municipal services.  Formal 
training in translation and interpreting should be offered to officials who regularly 
perform translation and interpreting duties allowing them to render a professional 
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service. The language unit must develop guidelines for the use of internal and external 
professional translators and interpreters when required.  
 
The unit must also develop a database of internal and external language service 
providers that can be used by the municipality. The communications department 
should establish a panel of interpreters to give effect to functional multilingualism and 
assist during the sittings of the council and its committees where provision for 
interpretation services is made in all official languages of the municipality. In the event 
of any member wishing to have the proceedings interpreted in a language other than 
his or hers, such member must give enough notice of the need for interpreting to the 
relevant Committee and Mayoral Committee and Council reports must be edited to 
ensure that appropriate languages are used.  
 
The Language unit must create a terminology glossary that will assist in developing 
these three official languages of the municipality, especially isiXhosa which is spoken 
by over half of the NMMM population.  A terminology bank will produce and coordinate 
the terminologies of various domains and develop and promote human language 
technology to improve communication through technology. The unit must also 
organise capacity training on the three official languages of the municipality and offer 
these to officials who require this for effective service delivery to different language 
communities or residents of the municipality. 
 
The unit should encourage staff members and councillors to learn and understand 
languages other than their own and thereby enhance the value of communication, 
promote respect for cultural diversity, improve service delivery, and ensure that both 
councillors and staff members are sensitized to the value of multilingualism and 
encouraged to accommodate the language use and preference of residents and other 
councillors and officials.  The language unit of NMMM must provide a mechanism 
through which staff can provide feedback on the implementation of the language 
policy of the municipality, so that this feedback can feed into the monitoring and 
revision process relating to the language policy implementation. 
 
The unit must further ensure that municipal training is conducted in all three official 
languages.  This will legitimise the principle of functional multilingualism. A presenter or 
a facilitator may, for instance, use any of the three spoken official languages of the 
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municipality, depending on the language usage and preferences of the trainees. In all 
probabilities, consideration must be given to the desired outcome to make a positive 
effect on training. The oral component of any municipal programme or campaign 
directed at improving the well-being of employees and accelerating service delivery to 
the residents must be conducted through all three official languages of the municipality 
for the internal information channel. 
 
If the municipality wants to serve the public effectively through its language unit, the 
officials and the councillors of the municipality must be encouraged to learn in an 
organised manner. If the municipality is determined to improve service delivery, 
personnel should be trained in all official languages of the municipality and be able to 
assist communities in their language of choice. These training programmes and 
refresher courses for its officials and councillors will assist in the development of their 
language skills in using the three official languages of the municipality, so that they can 
render an effective and efficient service to communities or the stakeholders of 
municipality. The front-line staff members should be able to speak all three official 
languages, in order to improve the quality of information given to the residents or 
clients. The role of language in front-line staff performance is of paramount importance.  
 
5.2.2. Translation services 
In an attempt to fast track operational efficiency in the municipality, all three official 
languages should be visibly seen and used as the working languages of the 
municipality.  Afrikaans and Xhosa speaking officials should actively communicate and 
request the translation of various documentations. To this end, translation services of 
the municipality must be made available to translate motions presented at council 
proceeding meetings into all three languages of the municipality, and also made 
available to translate internal training and course material into the official languages of 
the municipality. The municipality should always ensure that they provide translation 
services for intradepartmental and interdepartmental written communication. 
 
The municipal web-site should be developed and maintained, containing detailed 
information such as council agendas and minutes, council policies, press releases, 
information on responsibilities and the structures of municipality departments together 
with names, tender notices, tourism, local business opportunities, in all three of official 
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languages of the municipality. The municipality should have a guidance list of notice 
techniques which: 
 
(i) post notices in appropriate languages in  areas and other initial points of contact; 
 
(ii) provide a telephone voicemail menu allowing callers to choose which language 
they prefer being served in; 
 
(iii) inform the community regarding the availability of the language unit in outreach 
materials; and 
 
(iv) action outreach programmes using a regional language that is understood by the 
community; ensuring residents are informed and they participate in the 
programmes.  
In this way the services of the municipality will be made accessible in all three official 
languages as working languages in internal municipal documents to encourage 
understanding, improve communication and promote efficient system of referrals. 
These three official languages must be used, in all common points of service delivery in 
the municipality such as switchboard, public counter, and ward councillor’s offices, 
secretaries and staff members, and residents or clients should be given accurate 
information or services in their preferred language. 
 
5.2.3. Public communication in relevant language(s) 
The municipality must, in its spoken communication, make an effort to serve all its 
clients and stakeholders in the language of their choice. Ward councillors should use 
the language understood by communities in their monthly ward meetings if they intend 
to make an effective impact during their communication.  If staff members are not 
available at a customer care centre, pay point, clinic or other public venue of the 
municipality to assist clients orally in their language of choice, liaison interpreters must 
be used to assist them. Where necessary, every effort must be made to utilize 
interpreting services (consecutive, simultaneous and telephone) where practicable. The 
municipality must provide liaison interpreters if important or strategic information is to 
be conveyed orally to multilingual residents at public events organised by the 
municipality, such as workshops and imbizos or ward committee meetings.  This will 
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ensure the public fully understand the municipality’s suggestions and are able to 
express their views on policy proposal. External communication must be done in the 
three official languages as working languages of the municipality, and take into account 
the language preference of the recipients. All official publications, statements, tariffs, 
by-laws, regulations, policies, advertisements by the municipality for public 
consumption must be made available in all three official languages of the municipality, 
where applicable and financially viable.  
 
All external correspondence of the municipality must be translated into the three official 
languages and external documents such as letters, account statements and adverts, if 
in English, must carry a sentence as the foot note on the page stating that the 
document can be made available in any of the three official languages of the 
municipality. All outgoing correspondence should carry an indication that 
correspondence can be requested in a language of choice. For international 
communication, the municipality must make translation services available for 
communication in the preferred language of the country concerned.  
 
  The municipality needs to use the official languages of the municipality in its 
dissemination of information to communities through various channels e.g. media 
reports, community news, radio talk shows, council agendas, pamphlets, posters, 
billboards and public campaigns.  By using the knowledge of the local languages as the 
main instrument communities will feel encouraged to participate in all municipal 
activities and interactions with officials and councillors of the municipality. Information 
that needs to be distributed to all points of public access, such as clinics, libraries, post 
offices, are critical for the growth and development of civil society and the delivery of 
efficient and relevant information services.  As such, these should be available in all 
three official languages of the municipality to enhance service delivery. 
 
    In addition, identification signs and directions of municipal offices and facilities must be 
written in the three commonly spoken official languages namely IsiXhosa, English and 
Afrikaans, as well as all identification signage, direction and road signs relating to 
municipal buildings, services, facilities, infrastructure and vehicles. For street names 
due consideration must be given to the community’s language usage and preference. 
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5.2.4. Specialized language services 
The municipality must, on request and where applicable, provide for the needs of 
people with language disabilities, e.g. deaf and blind people. South African Sign 
language (SASL) must be made available if and when the need arises and must 
accommodate disabled people in the community. Disabled community members need 
to be included in the communication strategies of the municipality. 
 
The municipality must thus ensure that information is available to all and in a format 
that is accessible to people who are deaf or hard of hearing, those who are blind or 
have low vision by providing an auxiliary aid or service when a person with a disability 
requests it. A municipal committed to service or at the front-line of service delivery, 
these should not be delayed but taken the initiative and planned for before the need is 
requested. 
  
5.2.5. Monitoring and evaluating language policy implementation  
The municipality must the language policy implementation process to determine how 
implementation programmes could be improved. It is very important to know what the 
progress on language policy implementation is, how it is done, and what the 
constraints are. This process will establish the impact of the language policy. 
 
             The language policy should be monitored in terms of its implementation outcomes, 
namely, outputs and impacts. Language policy outputs could be services, or resources 
provided for target groups and beneficiaries. On the one hand, the beneficiary could 
be a group for whom the effect of language policy is beneficial or valuable. A target 
group could be persons, communities, or organizations on which a language policy or 
programme is expected to have an effect. Language policy impacts, contrariwise, are 
actual changes in behaviour or attitudes that come about as a result of policy 
implementation.  
    
             It is also important for NMMM to organise awareness campaigns among the 
interdepartmental, departmental and divisional heads of the municipality to avoid the 
use of one language at the expense of other official languages and the violation of the 
linguistic human rights of the citizens. 
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5.3. SUMMARY 
 
 Many recommendations on language use have been made in order to establish and 
support effective service delivery and community participation. These 
recommendations underpin the changes that need to be implemented within the 
NMMM in order to improve service delivery and community participation in all activities 
of the municipality. It is important to emphasize that language policy implementation 
for effective management relies heavily on the political will from the Executive Council 
to fund all the recommended structures and facilities to make the municipality to be 
more effective in service delivery. The municipality needs to make an effort in getting 
the support of all stakeholders and communities in implementing multilingualism. 
  
5.4. RECOMMENDATIONS FOR FURTHER RESEARCH 
 
In the light of all the gaps and challenges identified in the policy implementation 
strategies aimed towards enhancing community participation in NMMM’s activities, it 
is recommended that future research should focus more on the failure of the language 
policy implementation plan. It is further recommended that future research of language 
implementation strategies should take into consideration the needs of the local 
communities. 
 
5.5. CONCLUDING REMARKS 
The question as to why multilingualism plays such a pivotal role in the governance 
and community participation in municipalities invokes discussions about the social 
purposes and value of language policy involvement. It is often the knowledge of the 
values or contribution that language makes in service delivery and community 
involvements that can create this political will, acting as a push factor. Furthermore, a 
language policy implementation plan should contribute towards linguistic 
transformation, making fundamental changes in the municipality’s approach to service 
delivery, and to protect and respect the rights and input of local communities.            
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                                                                                                                        ANNEXURE A 
 
 
 
 
 
 
The Municipality Manager 
 
Nelson Mandela Metropolitan Municipality 
PO Box 834 
PORT ELIZABETH 
6000 
 
Fax: (041) 506 1304 
 
Dear Sir/Madam  
  
REQUEST FOR PERMISSION TO UNDERTAKE RESEARCH  
 
My name is Zola Welcome Peter; I am currently a student at Nelson Mandela 
Metropolitan University doing Master’s Degree in Development Studies. My studies 
include a treatise with the following research topic: Language policy 
implementation towards community participation in the Nelson Mandela 
Metropolitan Municipality.  
 
I would like councillors, officials and community members of Nelson Mandela 
Metropolitan Municipality to participate in this research by asking them to complete 
questionnaires and by conducting interviews with them. Participation will of course 
be voluntary, although I would like as many people as possible to participate. 
 
Participants will not be obliged to answer all questions. If they feel uncomfortable 
answering any question, they may decline to answer it. All information provided on 
questionnaires and in interviews will be treated as confidential. Responses will be 
used for the purposes of the study only and I undertake to ensure that the 
information will be used in such a way that individuals cannot be identified. 
Therefore, the final report will not include any identifying information.  
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Could you please let me know what procedures I have to follow to obtain the 
necessary permission to conduct my research at the municipality. Further, could you 
advise whom at the Council and on the staff I should contact in order to arrange for 
the distribution of questionnaires and to set up interviews once such permission is 
granted. 
 
Your assistance would be greatly appreciated.  
 
Yours sincerely  
 
Zola Welcome Peter 
Nelson Mandela Metropolitan University 
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SURVEY ON LANGUAGE POLICY IMPLEMENTATION IN NELSON MANDELA 
METROPOLITAN MUNICIPALITY 
RESIDENTS 
 
 
QUESTIONNAIRE: Language policy implementation towards community participation in 
the Nelson Mandela Metropolitan Municipality 
 
 
 
 
 
PLEASE NOTE:  The information provided herein will only be used for the purpose of 
research and will be treated as confidential. 
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SECTION A  
 
Topic: Language policy implementation towards community participation in the 
Nelson Mandela Metropolitan Municipality (NMMM) 
 
ZOLA WELCOME PETER 
 
QUESTIONNAIRE (DATA COLLECTION TOOL) 
 
PLEASE MARK WITH AN X IN THE APPROPRIATE BLOCK 
SECTION A - PERSONAL DETAILS 
Occupation 
Councillor 1 
Official 2 
Resident 3 
 
Gender 
Male 1 
Female 2 
 
Education 
Primary school 1 
Secondary school 2 
College/ University 3 
 
Race 
African 1 
Coloured 2 
White 3 
Indian 4 
Other (Specify) 5 
 
 Length of  residence at Nelson Mandela Metropolitan Municipality 
0-5 years 1 
6- 10 years       2 
10- 20 years being resident 3 
More than 20 years 4 
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PLEASE MARK WITH AN X IN THE APPROPRIATE BOX AND FILL IN THE 
ANSWERS 
 
SECTION B – QUESTIONNAIRE 
 
1. Does the Nelson Mandela Metropolitan Municipality have a language policy? 
Yes No Uncertain 
1 2 3 
 
Yes                                                                                                            1 
No                                                                                                              2 
Uncertain                                                                                                   3 
 
2. Are there any language policy implementation programmes that encourage 
communities to participate in the governance of the municipality? 
Yes No Uncertain 
1 2 3 
 
Yes                                                                                                           1 
No                                                                                                             2 
Uncertain                                                                                                  3 
 
3. Are you aware of any language awareness programmes in the municipality? 
Yes No Uncertain 
1 2 3 
 
4. In which languages do you mostly received your mail or your statement of account 
from the municipality?  
.......................................................................................................................................
....................................................................................................................................... 
 English                                                                                                      1 
   IsiXhosa                                                                                                    2 
   Afrikaans                                                                                                   3 
   Other                                                                                                         4 
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5. In which language do you wish to receive your mail and statements of account?  
……………………………………………………………………………………………… 
……………………………………………………………………………………………… 
English                                                                                                       1 
IsiXhosa                                                                                                     2 
Afrikaans                                                                                                    3 
Other                                                                                                          4 
 
6. Do you think it is fair that the municipality conducted its affairs in all official 
languages of the municipality? 
Yes No Uncertain 
1 2      3 
 
7. In which language would you like to receive you’re your correspondence? 
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Home language                                                                                          1 
English                                                                                                       2 
IsiXhosa                                                                                                     3 
Afrikaans                                                                                                    4 
 Other                                                                                                         5 
 
8. Do you think the NMMM recognises people’s language choice in service delivery?  
Yes No Uncertain 
1 2                3 
 
9. Which are the departments or places where you wish to have all three official 
languages used in service delivery? 
Yes No Uncertain 
   
 
Human Settlement                                                                                     1 
Customary Care                                                                                         2 
Debtor and Management                                                                           3 
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Communications                                                                                        4 
Cooperate Services                                                                                   5 
 
10. Is the language policy being implemented in all municipality community centres? 
Yes No Uncertain 
1 2            3 
 
11. What are the challenges of receiving your service delivery in only one language, 
namely English? 
………………………………………………………………………………………………… 
………………………………………………………………………………………………… 
Political will from the Executive Council of the municipality                      1 
Budget constrains                                                                                      2 
Lack of capacity from the officials of the municipality                                3 
Lack of training for language Practitioners                                                 4 
 
12. Do you think use only one language, English, would encourage communities to 
participate in the governance of the municipality if all official languages of the 
municipality are not used?  
Yes No Uncertain 
1 2             3 
 
13. Do you think officials and ward councillors of the municipality should have the 
necessary language skills to effectively communicating with its residents? 
……………………………………………………………………………………………… 
……………………………………………………………………………………………… 
Yes                                                                                                            1 
No                                                                                                              2 
Uncertain                                                                                                   3 
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14. Which language is usually used by ward councillors in conducting their meetings 
with communities? 
………………………………………………………………………………………………… 
………………………………………………………………………………………………… 
English                                                                                                      1 
IsiXhosa                                                                                                    2 
Afrikaans                                                                                                   3 
Other                                                                                                         4 
 
15.  Is there any need for the use of official languages to encourage people to 
participate in all activities of the municipality? 
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Yes                                                                                                            1 
No                                                                                                             2 
Uncertain                                                                                                  3 
 
 
 
 
     ----------------------------------------------------------------------------------------------------------- 
Thank you for your participation 
      ---------------------------------------------------------------------------------------------------------- 
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                                         ANNEXURE B 
 
SURVEY ON LANGUAGE POLICY IMPLEMENTATION IN NELSON MANDELA 
METROPOLITAN MUNICIPALITY 
OFFICIALS 
 
 
QUESTIONNAIRE: Language policy implementation towards community 
participation in the Nelson Mandela Metropolitan Municipality 
 
 
 
 
 
           PLEASE NOTE:   The information provided will be used only for the purposes of 
research and will be treated as confidential. 
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SECTION A 
 
Topic: Language policy implementation towards community participation in the 
Nelson Mandela Metropolitan Municipality (NMMM) 
 
CANDIDATE: ZOLA WELCOME PETER  
 
QUESTIONNAIRE (DATA COLLECTION TOOL) 
 
PLEASE MARK WITH AN X IN THE APPROPRIATE BLOCK 
 
SECTION A - PERSONAL DETAILS 
Occupation 
Councillor 1 
Official 2 
Resident 3 
 
Gender 
Male 1 
Female 2 
 
Highest qualification 
Primary school 1 
Secondary school 2 
College/University 3 
 
Population group 
African 1 
Coloured 2 
White 3 
Indian 4 
Other (specify) 5 
 
Length of service as employee at Nelson Mandela Metropolitan Municipality 
0-5 years 1 
6-10 years 2 
10-20 years 3 
More than 20 years 4 
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SECTION B 
PLEASE MARK WITH AN X IN THE APPROPRIATE BOX AND FILL IN THE 
ANSWERS  
 
SECTION B – QUESTIONNAIRE 
1. Does the Nelson Mandela Metropolitan Municipality have a language policy? 
Yes No Uncertain 
1 2 3 
 
Yes                                                                                                            1 
No                                                                                                              2 
Uncertain                                                                                                   3 
 
2. Is the language policy implemented at all the municipality community centres?  
Yes No Uncertain 
1 2 3 
 
Yes                                                                                                           1 
No                                                                                                             2 
Uncertain                                                                                                  3 
 
3. Do you have knowledge of the use of official languages in the NMMM? 
Yes No Uncertain 
1 2    3 
 
Yes                                                                                                            1 
No                                                                                                              2 
Uncertain                                                                                                   3 
 
4. Are you aware of any language awareness programmes run by the NMMM? 
Yes No Uncertain 
1 2 3 
 
Yes                                                                                                           1 
No                                                                                                             2 
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Uncertain                                                                                                  3 
 
5. Does the language policy include a policy awareness programme that encourages 
community participation? 
 
English                                                                                                      1 
IsiXhosa                                                                                                    2 
Afrikaans                                                                                                   3 
Other                                                                                                         4   
 
English IsiXhosa Afrikaans Other 
1 2 3            4 
 
6. In which language do you think residents would want to receive their statements 
of account and other correspondence?  
English IsiXhosa Afrikaans Other 
1 2 3            4 
 
 
7. Do you think it is fair that the municipality conducts its affairs in all three official 
languages? 
Yes No Uncertain 
1 2   3 
 
8. Do all officials of the municipality have the necessary language skills to effectively 
communicate with residents in the official languages? 
…………………………………………………………………………………………………..
………………………………………………………………………………………………….. 
Yes                                                                                                           1 
No                                                                                                             2 
Uncertain                                                                                                  3 
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9. In which departments or places would you like all the official languages to be used in 
service delivery? 
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Human Settlements                                                                                  1 
Customer Care                                                                                         2 
Debtor and Management                                                                          3  
Communications                                                                                       4 
Corporate Services                                                                                   5 
 
10. Do you think the NMMM recognises people’s language choice in service delivery?   
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Yes                                                                                                            1 
No                                                                                                              2 
Uncertain                                                                                                   3  
 
11. What are the challenges hindering the rendering of services in all these official 
languages? 
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Political will from the Executive Council of the municipality                      1 
Budget constraints                                                                                     2 
Lack of capacity from the officials of the municipality                                3 
Lack of training for language practitioners                                                 4 
 
12. Do you think it would encourage communities to participate in the governance of 
the municipality if all three official languages are used equitably?   
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
Yes                                                                                                             1 
No                                                                                                               2 
Uncertain                                                                                                    3 
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13. Do you think officials of the municipality have the necessary language skills to 
 effectively communicate with its residents? 
          ………………………………………………………………………………………………… 
         …………………………………………………………………………………………………. 
Yes                                                                                                             1 
No                                                                                                               2 
Uncertain                                                                                                    3 
14.(a) Does  a language unit exist and who does this unit operate?  
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
14. (b) To whom does the languages unit report? 
 
Human Settlements                                                                                    1 
Customer Care                                                                                           2 
Debtor and Management                                                                            3 
Communications                                                                                         4 
Corporate Services                                                                                     5 
 
14. (c)  On what issues should the language unit report? 
 
Translating the documents of the municipality                                           1 
Budgeting for translation services of the municipality                                2 
Providing interpreting services                                                                   3 
Organizing training for officials’                                                                  4 
 
15. Does the Language Unit have a budget for language policy implementation? 
          ……………………………………………………………………………………………….. 
          ……………………………………………………………………………………………….. 
Yes                                                                                                               1 
No                                                                                                                 2 
Uncertain                                                                                                      3 
--------------------------------------------------------------------------------------------------------------- 
Thank you for your participation. 
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